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SECTION 1: CONTEXT

1.01
Neath Port Talbot College aims to resolve customer complaints about services provided by the organisation as quickly and fairly as possible.

In this context a customer may be a learner, a parent, a member of the public or a member of College Staff.

SECTION 2: STATUS

2.01
This policy was approved by the College’s Senior Management Team on 17 May 2006.


SECTION 3: POLICY

3.01
Neath Port Talbot College welcomes the opportunity to respond positively to genuine comments and complaints.  Whatever the issue – it will be taken seriously and dealt with as efficiently as possible.  This will be done by logging the concern and looking into the issue.  It will provide a means of identifying problems and any weakness in the services offered by the organisation.

3.02
THE SCOPE OF THE POLICY IS RESTRICTED TO:
· Complaints in respect of the Learner’s experience at the College including relationships with Academic Staff, fellow Learners, Support Staff or any services provided by Neath Port Talbot College.

· Complaints made by members of the public or College Staff concerning any service provided by the College.

[NB: Complaints made by College Staff will be dealt with under the ‘Complaints Procedure’ unless it is specific to an individual , it then needs to be addressed under the ‘Grievance Procedure’ [Refer 4.02)]


SECTION 4: PROCEDURE

4.01
LEARNER COMPLAINTS / COMMENTS
In the case of a cause for complaint by a Learner – We will initially seek to resolve the matter informally.  The matter should be referred to the Learner’s Tutor, or the person responsible for the subject of the complaint.  The person dealing with the complaint should attempt to resolve the matter and record the action taken in the Complaints Register [held at all Reception areas]. If the complaint cannot be resolved in this way, then the Learner should adopt the formal written complaints procedure outlined in this document.

	I. 4.02
COMPLAINTS BY MEMBERS OF THE PUBLIC / STAFF
If a complaint is made by anyone other than a Learner, the person receiving the complaint will attempt to resolve the situation informally and register it as an informal complaint by using the Complaints Register kept at all Reception desks.  If the complaint cannot be resolved informally then the complainant must make a formal complaint by completing the Complaint Form [held at all Reception desks].
4.03
INTERNAL INVESTIGATIONS
Should a complaint require an internal investigation the Director of Faculty : Business Services should appoint an impartial member of staff to carry out the investigation and report back.

4.04
The Policy and Procedure does not cover the following for which the following means of address exist:

· Complaints relating to Learner behaviour / misconduct [follow the Learner Disciplinary Policy and Procedure]

· Complaints involving allegations of misconduct by Staff [follow the Staff Disciplinary Policy and Procedure]

· Complaints relating to sexual / racial / disability discrimination [follow the Dignity for All Policy and Procedure]

· Complaints by a member of Staff against  another member of Staff [follow the Staff Grievance Policy and Procedure]

4.05
FORMAL COMPLAINTS PROCEDURE

II. A Complainant wishing to make a formal complaint within this Policy and Procedure must give details in writing 

III. The Reception will log details of the complaint on the College’s Complaints Register and notify the Complainant that the complaint is being dealt with [refer to document “Customer Complaints Log”]
IV. In the case of the complaint being addressed to the Principal, the Principal’s Personnel Assistant will refer the matter to the appropriate Head of School, inform the Director of Faculty : Business Services and will track the progress of the complaint.  In the case of the complaint being received at a Reception Area, the Receptionist will contact the Director of Faculty : Business Services who will refer the matter to the appropriate Head of School.



V. By no later than 15 working days following referral of a complaint to the appropriate person, the Director of Faculty : Business Services will request details of the response and outcome of the complaint.  If the complaint has been resolved to the satisfaction of the complainant, the response will be logged in the College’s Complaints Register and the matter deemed to be closed.

VI. If the complaint has not been resolved within 15 working days to the satisfaction of the complainant, the matter is to be referred back to the Director of Faculty : Business Services or a Deputy/ Vice Principal if the complaint involves the Director of Faculty : Business Services,  A decision will be made regarding the complaint and the Complainant informed in writing.   If a satisfactory outcome is achieved, this is logged in the College’s Complaints Register and the matter closed.

VII. The complainant may appeal to the Deputy Principal if she/he has not been involved in the above process.  The decision is final.

4.06
COMPLAINTS INVOLVING SENIOR POST HOLDERSL
· Any complaint involving A Senior Post Holder is to be referred to the Clerk to the Corporation.

· If the complaint is resolved by the Clerk to the Corporation, the Clerk will log the response in the College Complaints Register.  If the Clerk is unable to resolve the complaint it will be passed to the Chair of Corporation.

· If the complaint is resolved by the Chair of Corporation, the decision will be reported to the Clerk who will log the response in the College’s 
· Complaints Register.  If the complaint is not resolved by the Chair of Corporation, the Chair will decide whether to convene the Special Committee to investigate the issue.

SECTION 5: MONITORING

5.01
The Director of Faculty : Business Services will monitor the operation of this Policy and Procedure and will produce an annual report for the Senior Management Team on the nature of complaints received and the manner and speed with which they were resolved.  Where appropriate, trends and patterns in complaints will be brought to the attention of the Senior Management Team and addressed across College.

	SECTION 6: REVIEW

6.01
Policy to be reviewed at 2 yearly intervals.  The next review  will be undertaken no later than 31st May 2008.  The review will be undertaken by the Director of Faculty : Business Services.
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