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Commitment Statement

RNC is committed to the fundamental values of equality, diversity and inclusion, which creates a supportive environment for all members of our community to live, work and study. Our commitment to equality and diversity means that this policy has been screened in relation to the use of plain English, the promotion of the positive duty in relation to race, gender and disability and to eliminate discrimination to other equality groups related to age, sexual orientation, gender identity, marital or civil partnership status, pregnancy or maternity and religion or belief.  We believe that safeguarding has paramount importance and RNC recognises its responsibility and duties within the Government Prevent Strategy to be aware of and where appropriate act to ensure the safety of all students from radicalisation and extremism.

This document is available in alternative formats on request.  If you think RNC can improve the fairness of this policy, please contact the author who has responsibility for the review and update. 
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1. Policy Statement
1.1 RNC strives for high standards in everything that it does and welcomes feedback from all stakeholders; this may include students, families, professionals, funding agencies, thePoint4 members, external booking partners, local community and anyone who works with us, on all aspects of our work.  Such feedback is invaluable in helping us evaluate and improve our service and reputation.

1.2 Good complaint handling matters because it is an important way of ensuring students, customers and other stakeholders receive the service they are entitled to.  For our students, knowing how to self-advocate is an important life skill and should always be encouraged.
1.3 The objectives of the Comments, Compliments and Complaints Policy are to:
· Ensure everyone knows how to provide feedback and how a complaint will be handled.
· Ensure that complaints are dealt with consistently, fairly and sensitively within clear and acceptable timeframes.
· Ensure that comments, compliments and complaints are monitored and used to improve our services.

1.4 We will ensure that we:
· Listen carefully to complaints and treat complaints as confidential, where possible

· Record, process, store and manage all complaints accurately and in accordance with the Data Protection Act 2018
· Investigate the complaint fully, objectively and within the stated timeframe.
· Notify the complainant of the results of the investigation and any right of appeal.
· Inform the complainant of any action that will be implemented as a result of the complaint, where appropriate.
· Report as detailed in 5.2, the number of comments, compliments and complaints received; the outcomes of investigations and any actions taken.
2. Definitions of a Complaints, compliments, and comments
2.1 A complaint is any expression of dissatisfaction by an individual, whether justified or not.
2.2 An individual may make a complaint if they feel we have:
· Failed to provide a service or an acceptable standard of service.
· Delayed in providing a service.
· Made a mistake in the way we have provided a service.
· Failed to act in a proper way.
· Provided an unfair service.

2.3 This Policy and Procedure relates only to complaints received about RNC provision and services. Individuals who make complaints about partner organisations will be notified in writing within five working days of receipt of the complaint that they need to complain to the organisation they have the complaint with, and will be provided with contact details, where possible.
2.4 A compliment is a polite expression of praise or admiration.
2.5 A comment is a verbal or written remark expressing an opinion or reaction.

2.4 Comments, compliments and complaints received anonymously will be recorded and considered, but action may be limited if further information is required to ensure a full and fair investigation.

3. Procedures

The Procedures which follow this Policy are laid out in Appendix 1-3, detailed below:

Appendix 1 – Comments and Compliments Procedure
Appendix 2 - Student Complaints Procedure

The focus of this procedure is for the reporting, handling and recording of complaints from students and parents in relation to education and residential provision at the College. 
Appendix 3 - Stakeholder Complaints Procedure
This procedure is for all stakeholders other than students or parents - this may include external professionals; funding agencies, thePoint4 members, external booking partners, local community and anyone who works with us, on all aspects of our services and provision. 
4. Data Protection
4.1 To process a complaint, RNC will hold personal data about the complainant, which the individual provides, and which other people give in response to investigating the complaint.
4.2 RNC will hold this data securely in accordance with the Data Protection Act 2018 and only use it to help address the complaint. 
4.3 The identity of the person making the complaint will only be made known to those who need to consider the complaint and will not be made public, however, it may not be possible to preserve confidentiality in some circumstances, for example, where relevant legislation applies or allegations are made which involve the conduct of third parties.
4.4 Under the Data Protection Act 2018, individuals have a right to obtain a copy of their personal data.  However, there are exceptions to this right.  

4.5 Comments, compliments and complaints files will be destroyed in line with the RNC Data Protection Policy.
5. Monitoring
5.1 Comments, compliments and complaints are an important tool which, alongside data provided by exit surveys, user feedback and focus groups, will allow us to learn more about the services we provide.  They offer a useful source of information about how individuals see our organisation and how we are serving them. To ensure we can learn from comments, compliments and complaints, the following data will be collected:

Comments and Compliments:
· Name and address.
· Nature of the comment, compliment.
· Date of comment, compliment.
· Action(s) taken/recommendations made in response to the comment, compliment, if appropriate.

Complaints:

· Name and address.
· Name of person dealing with the complaint.
· Date of complaint and response date.
· Nature of complaint.
· Action(s) taken/recommendations made in response to the complaint.
· Lessons learnt.

5.2 Comments, compliments and complaints data will be considered on a quarterly basis by the Senior Management Team and annually by the Board of Governors.  Personal information will not be shared and wherever possible, the data will be used to improve and develop the service.

Appendix 1: Comments and Compliments Procedure 

Any verbal or written comments or compliments will be recorded by the member of staff receiving the compliment and be passed to the PA to the executive for recording on the Comments, Compliments and Complaints Register. Any member of staff identified as being the subject or contributing to any matter giving rise to the comment or compliment will be notified within three working days. Feedback on comments and compliments will be shared with employees at appropriate timings.

Comments and compliments may be gathered in a variety of ways from a variety of sources, this may include:

· Verbal comment or compliment

· Written comment or compliment

· Comments and compliments received via social media.
Sources may include:
· Student reviews

· Student tracking 

· Student surveys

· Student Pre-Entry Assessments

· Staff surveys

· Staff performance reviews

· Feedback from events and bookings

· Focus groups and customer forums

Appendix 2: Student Complaints Procedure

Should RNC not be able to resolve a complaint within the procedures set out below, students or parents are able to contact their relevant funding agency to address their complaint.  For English funded students this would be their local authority and/or Ofsted.  For Welsh funded students this would be Care and Social Services Inspectorate Wales (CSSIW) and/or Estyn. Contact information for the relevant funding agency, Ofsted and Estyn can be provided by the college Registrar.

Complaints regarding the business activity of the College from students should be forwarded to the Director of Business and Enterprise; contact details can be provided by any member of staff.

Students and parents have access to this Policy and the procedures in their Student Handbook and on the website.
Reviews and amendments to this Policy will always include consultation with student representatives.
Procedures
The aim of the procedure is to ensure that all complaints are dealt with quickly and that students are assisted in the development of skills for problem solving and the resolution of conflict.
This procedure does not remove the right of the student to seek an interview with the Executive Principal or other member of the Senior Management Team at any stage.  The student may also seek the support of an independent advocate at any stage of the procedure.

Informal stages
Stage 1 - Raising your concern

(i) If you have a concern about your educational programme, it should in the first instance be raised with the subject lecturer or tutor, who will work with you to resolve the concern.  If the matter is urgent and your subject lecturer or tutor is not available, you should raise the concern with a Director of Learning and Curriculum.
(ii) If the concern has arisen in the residential side of college life, then the matter should be raised with your RSO (Residential Support Officer) in your hall.  If they are not available, you should take the problem to your Residential Manager.

It may be that your concern is resolved immediately by this initial contact.  If this is the case, it will be recorded on the complaints log as; 
Informal Stage 1 – Immediate Resolution
(iii)
If the concern is in relation to business support provided by RNC, the matter should be raised through either of the above. It will then passed on to the relevant manager.

Stage 2 - Registering a Complaint

If the matter cannot be resolved straightaway or remains unresolved, it will move to Complaint status. 
You and/or your tutor or your RSO should contact the appropriate manager, who will investigate the matter in an attempt to seek an early resolution, if possible, within seven days. 
If your complaint is resolved at this stage, it will be recorded on the complaints log as; Informal Stage 2 – Resolution
If your complaint is resolved at the Informal Stage, a brief record of the nature of the complaint and action taken will be kept by the manager (see Appendix 1), with a copy being forwarded to the Director of Student Support Services. 
Formal Stages

Stage 1 
If the complaint is not resolved at the Informal Stage, you should seek an interview with the appropriate Director of Learning and Curriculum or Director of Student Support Services, who will make a record of the discussion and investigate the nature of the complaint further to seek a resolution.  This should be arranged to take place within seven days.
If your complaint is resolved at this stage, it will be recorded on the complaints log as; Formal – Stage1 Resolution
Stage 2 
If actions to this point have not resolved the complaint, an interview can be held with the Executive Principal, and this should be arranged within ten working days of its request.
If your complaint is resolved at this stage it will be recorded on the complaints log as; Formal – Stage 2 Resolution.
If your complaint is resolved at the Formal Stage, a record of the nature of the complaint, meeting and investigation notes and action taken will be forwarded to the Director of Student Support Services. 

Stage 3
(i) If a complaint is not resolved formally under the procedure above, you can submit details in writing to the Executive Principal and the Clerk to the Governors, who will arrange for it to be considered by representatives of the Governing Board. The representatives from the Governing body will include the Chair of the Education & Training committee and two other governors. 
(ii) The meeting of representatives of the Governing Board will take place within 15 working days of the Clerk's receipt of the written complaint. All relevant documents must be submitted at least three working days in advance of the meeting.  All parties involved will be allowed to attend and make representations at the meeting.  You may be accompanied and/or represented by a friend or independent advocate. Witnesses may be called.
(iii) The Governing Board representatives, in seeking to resolve the complaint, may adjourn the meeting or defer their decision until they are satisfied that they have had the opportunity to take account of all relevant factors.  The decision of the Governing Board and the reasons for that decision will be communicated to all parties and confirmed in writing in three working days. The decision will be final and may be taken by a majority.
(iv) By agreement between the parties involved, time limits may be changed; and they shall be changed whenever it is practicable to do so and there is reasonable cause.
(v) There is no restriction on who you may choose as a friend.
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Record of Complaint (For Student/Parent use)
	Reference No: 


	

	Date:
	
	Time:
	

	Name of Complainant:
	

	Staff Member Receiving Complaint:
	

	Nature of complaint:



	Signature:
	

	Action taken:



	Signature:
	
	
	Date:
	

	Progress Review & Outcome:


	Signature:

	
	
	Date:
	

	Complaint Satisfied with Outcome?
	Yes
	No
	If ‘No’ provide detail below of further actions required.

	Resolution Stage:

(please circle one)
	Informal

Stage 1
	Informal

Stage 2
	Formal Stage 1
	Formal

Stage 2
	Formal Stage 3

	Further Action Required


Please return this completed form to the Director of Student Support Services.
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Appendix 3: Complaints Procedure for all stakeholders other than students or parents

Stage one
(i) RNC aims to settle issues quickly and satisfactorily by the member of staff or the relevant manager who provides the service.  It may be resolved quickly by way of an apology, by providing the service required or by providing an acceptable explanation to the individual.
(ii) Individuals wishing to make a formal complaint should contact the person who provided the service, or their manager.  Alternatively they can make contact by emailing info@rnc.ac.uk or writing to: RNC, Venns Lane, Hereford, HR1 1DT.
(iii) Details of the complaint, whether received verbally or in writing will be recorded on the ‘Complaints Form’. 
(iv) Each complaint will be allocated a unique reference number and logged on the Complaints Register.  Details of the complaint will be forwarded immediately to the relevant manager.
(v) The complaint will be fully investigated and a response, either hard copy or email, provided to the complainant by the investigating manager within 20 working days of receipt.   In exceptional circumstances where this deadline is not able to be met, the complainant will be advised of the reasons for this, and notified of a revised date for response.
(vi) The Complaints Register will be updated by the PA to the Executive and any pending complaints flagged so they are followed up by the relevant manager.
(vii) Individuals will be advised that if they are not satisfied with the response to their complaint, they may appeal to the relevant Director within 14 working days.

Stage Two

(i) The Departmental Director, or the Executive Principal will appoint a manager to investigate the matter independently if appropriate or investigate personally.  This person may need to contact the complainant to clarify the issues, conduct the investigation and explore resolution.  The complainant will receive written confirmation of the outcome of any investigation within 20 working days of receipt of the appeal together with any recommendations/remedies made, such as, staff development and training, reviewing of policies or appropriate improvement to our services.  The outcome should not refer to any individual employees or groups of employees.
(ii) Occasionally, investigations may take longer, particularly if the complaint is complex. Should this be the case a holding letter will be sent after 20 working days and a final date given for a conclusion to be reached.
(iii) Individuals will be advised that if they are not satisfied with the response to their complaint, they may appeal to the relevant Director within 14 working days.

Stage Three - Appeal

(i) The Executive Principal will review the Stage Two investigation and recommend one of the following actions, within 20 working days
· Uphold the action taken at Stage Two

· Implement changes to the Stage Two recommendations/actions.
(ii) The Executive Principal will provide a response, either hard copy or email, provided to the complainant within 20 working days of receipt. 
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Record of Stakeholder Complaint

	Reference No: 


	

	Date:
	
	Time:
	

	Name of Complainant:

	

	Staff Member Receiving Complaint:
	

	Nature of complaint:



	Signature:
	

	Action taken:



	Signature:
	
	
	Date:
	

	Progress Review & Outcome:

	Signature:

	
	
	Date:
	

	Complaint Satisfied with Outcome?
	Yes
	No
	If ‘No’ provide detail below of further actions required.

	Resolution Stage:

(please circle one)
	Stage 1
	Stage 2
	Stage 3

	Further Action Required
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