Procedure for Complaints — HE

Dissatisfaction expressed
to any staff member

Staff member provides local, swift resolution
and this is agreed by complainant

YES |

v

No further action
required

NO *

Staff member directs
complainant to formal
complaints procedure

v

College Manager concerned
receives complaint and
begins investigation

€—

HofLE acknowledges receipt of
complaint and begins appropriate
procedure (FE & General or HE)

v

Investigation is completed
within 10 working days?

v

YES NO

Response is sen

to complainant |

v

Complainant

— agrees with |
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response?

Completion of Procedures
letter is issued

Complaints Log updat?

HofLE advises complainant
t| that additional time is
required to complete
thorough investigation

—NO—> .
decision

Complainant appeals

HofLE acknowledges receipt

and begins appeal process

Response is sent to
complainant

Completion of
» Procedures letter
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v

Complainant is
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Complainant can progress complaint with Office of
Independent Adjudicator within 12 months of receipt of

Completion of Procedures letter

satisfied?

I
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No further action
required
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