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TITLE:
COMPLAINT (VERBAL) 

PURPOSE/SCOPE:
To ensure that any verbal complaint made to any member of staff, teaching, or non teaching, regarding any aspect of college activity is dealt with as expeditiously, courteously and efficiently as possible by the most appropriate person.

RESPONSIBILITY:
i)
for ensuring that any verbal complaint is dealt with in 
accordance with the procedure lies initially with all 
members of staff, teaching and support.


ii)
For ensuring that all significant verbal complaints are recorded, acknowledged and are dealt with in accordance with the procedure lies with all promoted members of staff.


iii)
For monitoring the operation of the procedure lies with the 
Quality Assurance Unit.

DEFINITIONS:
Complaint - 
any expression of discontent regarding any 
aspect of college activity.


Designated Persons:-
Depute Principal


Assistant Principal -
Student Services


Division Leaders


Principal - Appeals only

APPENDICES:
Complaint Form


Complaints Register Form


Staff Guidelines


Standard Acknowledgement Letter

RELATED 
6:4:2 Complaints (Written)

INFORMATION:


ORIGINATED:
APPROVED


DATE
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SLWG/AMACI

1.0   INITIAL RESPONSE TO VERBAL COMPLAINT

1.1    Any member of staff, teaching or non teaching, on receiving a verbal complaint will exercise their professional judgement as to whether the complaint should be dealt with directly or should be referred to the appropriate line manager.

1.2
If the member of staff decides to deal with the complaint directly and the complaint is resolved then no further action is required.

1.3
If the member of staff considers it inappropriate to deal directly within the complaint then they will arrange for the complainant to discuss the complaint with their immediate line manager or the most appropriate designated person. 

1.4
If the member of staff decided to deal with the complaint directly and the complaint is not resolved then they will arrange for the complainant to discuss the complaint with the immediate line manager or most appropriate designated person.

2.0 RECORDING OF A VERBAL COMPLAINT

2.1 Where a complaint has been referred to or has been made directly to a promoted member of staff then full details of the complaint will be recorded on a standard complaint form where it is considered appropriate.

2.2 Other than minor or relatively minor complaints it is essential that verbal complaints be recorded.

2.3 Supplies of blank complaint forms will be located with: Principal, Depute Principal, Assistant Principals, Heads of Faculty, Head of Student Services, Division Leaders, Refectory Manageress, Facilities Manager, Finance Manager, Quality Manager.

2.4 Blank forms will only be issued to promoted members of staff.

2.5 Where a complaint is recorded by a promoted member of staff who is not a designated person then the complaint will be discusses with the most appropriate designated person.

2.6
A verbal complaint recorded by the Principal, Depute Principal or Quality Assurance Manager will be passed to the most appropriate designated person for attention.

3.0
ACKNOWLEDGEMENT OF VERBAL COMPLAINT

3.1
Where details of a verbal complaint have been recorded then the complaint will be immediately acknowledged in writing to the complainant using the acknowledgement slip on the bottom of the complaint from.   

3.2
Where the verbal complaint has been made over the telephone then it will be immediately acknowledged by means of a standard letter.

4.0   NOTIFICATION TO QUALITY UNIT

4.1
A copy of each completed complaint form and acknowledgement slip or letter will be passed immediately to the Quality Assurance Unit. 

5.0
TIME LIMIT FOR RESOLUTON OF COMPLAINT

5.1
Any verbal complaint will be resolved as expeditiously as possible but generally within a time limit of 10 working days.

5.2
Any complaint unresolved within this time would be subject to enquiry by the Quality Assurance Unit.

6.0
RESOLUTION OF RECORDED COMPLAINT


The Designated Person or the person who completed the form, if so delegated will:-

6.1
Ensure that the complaint is dealt with as expeditiously, courteously and efficiently as possible.

6.2
Contact the complainant as soon as possible regarding the resolution of the complaint. 

6.3
Record on the complaint form full detail of action taken etc. to resolve the complaint.

6.4
Pass a copy of the completed complaint form to the Quality Assurance Unit.

6.5
If the complaint has not been resolved the complainant will be asked to submit full details of the complaint in writing to: Assistant Principal, Quality Assurance Unit.

7.0
REGISTER OF RECORDED COMPLAINTS

7.1
The Quality Assurance Manager will ensure that a copy of all completed complaint forms is placed in the Complaints Active file.

7.2
The Quality Assurance Manager will ensure that an entry is made in the Complaints Register for all recorded verbal complaints.

7.3
The Quality Assurance Manager will ensure that progress in the resolution of all recorded verbal complaints is recorded in the Complaints Register.

7.4
The Quality Assurance Manager will ensure that a copy of the acknowledgement letter (if appropriate), response letter and report from the Designated Person are placed in the Complaints Active file.

8.0
FOLLOW UP OF COMPLAINTS

8.1
If it is considered appropriate, generally after discussion with the appropriate staff, then the Quality Assurance Unit may approach any complainant directly regarding the resolution of the complaint.

8.2
The decision on whether or not to follow up a complaint will be recorded on the Complaints Register.

8.3
If the decision is NOT to follow up the complaint the papers will be transferred to the complaints complete file.

8.4
If a complaint is followed up and the response is favourable then the details will be recorded on the Complaints Register and the papers transferred to the complaints complete file.

8.5
A follow up report will be inserted in complaints complete file.

8.6
If a complaint is followed up and the response is unfavourable then this will be regarded as an appeal against the resolution of the complaint.

8.7
All papers will be transferred to complaints appeal file.

8.8     A follow up report will be inserted in complaints appeal file

9.0 APPEAL AGAINST RESOLUTION OF A COMPLAINT

9.1
Copies of all papers will be passed to the Depute Principal who is the designated person for appeals.

9.2
The appeal will be recorded on the complaint register.

10.0 MONITORING OF PROCEDURE

10.1
All stages of the procedure will be subject to monitoring and auditing by the Quality Assurance Unit.
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