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TITLE:
COMPLAINTS
PURPOSE/SCOPE:
To ensure that complaints are dealt with in a fair and consistent manner and to learn from complaints to inform future service delivery.
RESPONSIBILITY:
All staff are responsible for ensuring that complaints are handled:

· In a courteous, professional and unbiased manner
· Confidentially
· Without discrimination or fear of retribution
For ensuring that formal complaints are dealt with lies with the appropriate designated person.
For supporting designated persons in resolving complaints which contain an element of discrimination lies with the Equality and Inclusion Manager.
For ensuring that all appeals are dealt with lies with the Depute Principal.

For maintaining a register of formal complaints lies with the Quality Development Unit.

For monitoring all complaints lies with the Academic Quality Standards Committee.

DEFINITIONS:
Formal Complaint


A written expression of dissatisfaction about the standard or quality of service, action or lack of action by staff acting on behalf of Cardonald College, which affects an individual or a group of individuals.


Designated Person


Designated persons are Faculty Heads, Unit Managers and SMT.

APPENDICES:
Form

Complaint Form (SU-CF)

Reference Document

Good Practice in dealing with complaints (SU-GPDC)

Complaint Response Exemplar (SU-CRE)


Complaint Progress Letter (SU-CPL)


Complaint Appeal Progress Letter (SU-CAPL)

RELATED

INFORMATION:
Complaints Register
How to make a Comment, Suggestion or Complaint Leaflet

ORIGINATED
APPROVED
DATE

1.0
INFORMAL COMPLAINT
1.1
An attempt should always be made to resolve verbal complaints through a process of informal negotiation.
1.2
Where a negotiated resolution is not achieved the complainant should be advised to submit a formal complaint to the Quality Development Unit.   This can be done either by submitting a letter, email or using a Complaint Form (SU-CF).
2.0 FORMAL COMPLAINT
2.1
On receipt of a formal complaint the Quality Development Unit will log details on the Complaints Register.
2.2
The Quality Development Unit will acknowledge receipt of the complaint within five working days and pass a copy to the most appropriate designated person.
2.3
If the complaint appears to contain an element of discrimination, the Quality Development Unit will also forward a copy to the Equality and Inclusion Manager for information.
2.4 The designated person will investigate the complaint and respond to the complainant in writing within ten working days. All responses should include relevant information about the investigation, detail any corrective action the college intends to take and the following statement:
“I hope you feel that your complaint has been dealt with to your satisfaction.   However, if you are not happy you should write to the Quality Development Manager, explaining why, within ten working days of receipt of this letter

If we do not hear from you within ten working days the College will consider your complaint closed.”
2.5 Where full response is not possible within ten working days the designated person must notify the complainant in writing of progress.   This can be done using the Complaint Progress Letter (SU-CPL) template.
2.6
All correspondence between the designated person and the complainant must be copied to the Quality Development Unit.
2.7
If there is no further communication from the complainant within ten working days of the full response the College will consider the complaint resolved.
2.8
The designated person will inform the Quality Development Unit of whether or not the complaint was upheld.
3.0 APPEAL
3.1 On receipt of a written appeal against the resolution of a complaint the Quality Development Unit will record details on the Complaints Register.
3.2 The Quality Development Unit will acknowledge receipt of the appeal within five working days and pass a copy to the Depute Principal along with all papers relating to the original complaint.

3.3 The Depute Principal must fully investigate the appeal with any members of staff and the complainant, if appropriate. The complainant may be represented by an individual of their choice during this process.
3.4 The Depute Principal will inform the complainant in writing of the outcome of the appeal within fifteen working days. The written response must include the following paragraph:
“Under the Scottish Public Services Ombudsman Act 2002 individuals have the right to refer their case to the Scottish Public Services Ombudsman (SPSO) when the college’s internal procedures for resolving a complaint or appeal have been exhausted.   Details of the arrangements for contacting the SPSO can be obtained on request from the Quality Development Unit.”
3.5
Where full response is not possible within fifteen working days the Depute Principal must notify the complainant in writing of progress.   This can be done using the Complaint Appeal Progress Letter (SU-CAPL) template.
3.6
A report must be compiled by the Depute Principal and forwarded to the Quality Development Unit along with a copy of all correspondence pertaining to the appeal. The report must detail whether or not the appeal was upheld.
3.7
If there is no further communication from the complainant within twenty working days of the full response to the appeal the College will consider it resolved.

4.0 FURTHER APPEAL
4.1 There is no further internal level of appeal however where the complainant is still unhappy they should be advised to contact the Scottish Public Services Ombudsman.
5.0
REPORTING

5.1
The College’s Board of Management will receive an anonymised annual report detailing the number and category of complaints received.

6.0
MONITORING OF PROCEDURE

6.1
The Academic Quality Standards Committee will perform the role of a Complaints Monitoring Group on a bi annual basis. All decisions regarding student complaints and appeals will be monitored to ensure fairness and consistency in approach, highlight areas for improvement and identify areas of good practice.
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