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	Linked  external codes/regulations

	· QAA Code of Practice Section 5 (Section 9, precept 4,7)

· QAA Code of Practice Section 10 (Section 10)

· Office of the Independent Adjudicator 

· Open University Validation Services Handbook (complaints)

· Employment Equality Regulations, Race Relations Act, Sex Discrimination Act, Disability Discrimination Act.



	Linked documents/references

	· Academic HE and ND Appeals Policy

· Academic AS/A2 and GCSE Appeals Policy

· HE Admissions Policy and appeals process for applicants
· Staff Disciplinary and Appeals Procedure

· Harassment Policy for Employees and Students

· Equality and Diversity Policy
· Guidance on the handling of informal academic complaints 

	Equality Impact Assessment information

	Impact Assessment to be completed by June 2009



	Scope of policy (audience)

	Applicant, Students, College visitors and stakeholders 



	Alternative Formats

	 Audio, large font




	Policy statement 

	1. Leeds College of Music is committed to providing a high quality   experience for all its applicants, students and stakeholders. 

      If they believe the College falls short of their expectations, and a complaint has not been resolved informally, formal complaints are invited so that the College can investigate and improve its service.

2. Guidance for staff dealing with complaints at the informal stage is available from the Quality Assurance Team and can be found on Staff space.
3.  This Policy outlines the rationale and process for formal complaints. It can be found on the College website and on the College’s Virtual Learning Environment (LCMspace and staffspace).



	Background/vision (if applicable)

	         Policy revision due in order to clarify process for applicants

	Policy

	1. The Policy is for the use of applicants, students and other stakeholders (for example,   members of the public who access College services).  

2. Formal complaints cover a broad field. This could range from complaints about poor assessment feedback, lack of course information, to the quality of, or access to, College resources. Some formal complaints are best resolved by other College procedures, including those relating to Equality and Diversity, bullying, harassment and discrimination if the complaint refers to a member of College staff. Policies and Procedures are available from either the HR Department, Student Services or on the College intranet site, LCM Space.

3. Course and curriculum related issues should be dealt with either informally, or through other channels where students have a voice, in the first instance. Students are encouraged to discuss problems with their personal tutor.

4. Academic appeals do not fall under the remit of formal complaints. There is a separate procedure for this. 
5. Appeals against admission decisions do not fall under the remit of formal complaints. There is a separate procedure for this.
6. Where an applicant, student or stakeholder has concerns, the College will address these at the earliest opportunity. 
7. Staff will deal with student’s concerns in a professional and courteous manner. Staff will direct students to the most appropriate person to deal with an informal complaint in the first instance, and inform students of the formal process if required. Admission staff will deal with informal complaints from applicants liaising with academic staff if required.

8. Complaints may result in disciplinary investigations if they are found to be malicious.

9. Complaints will be monitored and reported on. Customer Service issues   concerning the process will be assured by the External Relations Unit once the complaint has been closed.

10. Complaints relating to a member of Leeds College of Music staff will be referred to the HR Department for investigation.  


	Procedure

	11. Stage 1: A timely meeting with, for example, a Course Leader, personal tutor or Head of Department, may lead to a quick and simple solution in many cases. Moreover, the College provides various opportunities for students to give their views and share their concerns. These include representation at departmental meetings, the Academic Board and the College’s Governing Body. LCMSpace provides the opportunity for students to discuss academic issues via the Boards of Studies Forum, and non-academic issues via the Staff-Student Consultative Forum. Internal questionnaires also capture opinions, which are acted upon. Informal complaints from applicants concerning the admission process will be dealt with by admission staff.
12. Stage 2: Where a local, informal solution has not resolved the issue, a formal complaint should be submitted by email or by letter, which will include the complainant’s full contact details and the date. Full details of the nature of the complaint should be included in the letter, together with the names of any witnesses (where applicable) and the dates of any events. This should be received within three months from the actual event being complained about. However the College reserves the right to exercise discretion if circumstances reflect the need to waiver this deadline. Formal complaints from applicants should be received within three months from the date of the alleged admissions irregularity. Formal complaints should be forwarded to the Quality Assurance Manager, who will investigate the complaint, and seek advice and clarification from appropriate staff. This ensures that a full investigation takes place. The complainant will receive an acknowledgement within five working days, and a formal response within ten working days. If the College is unable to meet this deadline, the complainant will be advised accordingly.   Depending on the nature of the complaint, it may be necessary to refer the complaint to another College department for investigation (e.g. HR).
13. Stage 3: If the complainant is dissatisfied with the response from the College, they have the right to write to the Principal within 5 days of the date of the response to the complaint outlining in full the reasons for dissatisfaction with the response.  An acknowledgement will be received from the Principal’s office within five working days of receipt of the stage 3 complaint, and a formal response within ten working days. If the College is unable to meet this deadline, the complainant will be advised accordingly. 

14. Stage 4: If the complainant is not satisfied with the Principal’s response, they have the right to take their complaint to the Office of the Independent Adjudicator for Higher Education (www.oiahe.org.uk).  The complainant must be a Higher Education student (not an applicant) in order to use   this service. For Higher Education students on Open University validated courses, they also have the right to take their complaint to the Open University Validation Services (http://www.open-university.co.uk/validate/index.shtml ), prior to it going to the Independent Adjudicator for Higher Education. For Further Education Students, the Regulatory Body (The Qualifications and Curriculum Authority, QCA) should be contacted if the complainant is not satisfied with the College’s response on academic matters.
      See (http://www.qca.org.uk/qca_7820.aspx) or the Awarding Body  (www.edexcel.org.uk ). If the complaint concerns a general issue it should referred to the Learning and Skills Council. (www.lsc.gov.uk)

15. It should be noted that for students who are 18 or over, the College will only deal directly with them, and not with a parent/carer unless the student devolves that right by informing the College in writing. All information concerning the complaint is confidential.



	Responsibilities

	1. Academic staff will give advice at the informal stage.

2    Admission staff will give advice at the informal stage.

3 HR staff will investigate student complaints against staff if discrimination/harassment or bullying is alleged.

4   The Quality Assurance Manager will log, investigate and respond to    the complainant.

5  The Quality Assurance Manager will monitor complaints and report   annually to the Learning, Teaching and Quality Committee.

6    The Principal will respond at Stage 3 of the process.

7   The External Relations Unit will contact complainants after the event to gain feedback on the customer service aspects of the process.



	Procedure flowchart 
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	Breach of policy (if applicable)

	· Student may submit further complaint to the College’s Validating/Awarding Body Bodies on the grounds that procedure was not followed.

· Student may complain to the Office of the Independent Adjudicator or the Learning and Skills Council that procedure was not followed.

· Student may complain to the College that procedure was not followed.




Guidance for College staff dealing with complaints at the informal stage (Stage 1)

The College aims to resolve problems and concerns from students as they arise and prevent possible escalation to a formal complaint.

· The College encourages informal resolution when students raise concerns.  Tutors are usually the member of staff who are most likely to be directly concerned with student issues, particularly if it is a course/academic related issue. It may be a complaint about lack of information which should be easily resolved. If a tutor is unsure how to go about resolving an issue they should seek advice from the Course Leader. If the issue is of a personal/welfare nature they may wish to seek advice from Student Support Services.

· The issue should be dealt with promptly by the Tutor, informing or asking for advice from the Course Leader if appropriate. The formal complaints process requests that a complaint should be made within three months of the event. Therefore staff need to deal with the informal process swiftly in case the student wishes to undertake the formal route. This is particularly relevant during the summer when staff are on holiday making investigating at the formal stage very difficult.
· It is advisable for staff to be familiar with the functions and responsibilities of all departments within College in order to access the correct advice if need be.

· If the complaint concerns alleged bullying behaviour from a member of staff advice should be sought from HR immediately.

· If the complaint concerns an Equality and Diversity issue concerning a member of staff advice should also be sought from HR. 
· To complete this process the student should confirm that they agree that issue has been resolved with their tutor.

· If the student wishes to take his/her complaint through the formal process they should be referred to the Complaints Policy.  All staff should make them selves aware of this policy and can contact the Quality Assurance Manager, who deals with the formal process, for advice and information.


















Investigation takes place. Complainant will receive formal response within 10 days (which may include explanation as to continuation of investigation).  Complaint upheld/not upheld. Complainant satisfied. Process finished.





Complainant makes informal complaint 





Stage1: Dealt with informally by tutor/ Course Leader/Admission staff (if complaint refers to a member of staff seek guidance from Personnel) in a timely manner.





Complaint closed





Stage 2: Complainant requests formal procedure to take place (within 3 months of event). Request sent to Quality Assurance Manager. Acknowledged within 5 days.





Stage 3: Complainant dissatisfied with response and requests Principal intervention within five days of receiving Stage 2 outcome. Complainant will receive acknowledgement within 5 days and formal response once further investigation has taken place. Complaint upheld/not upheld. College process finished.
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