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COMPLAINTS POLICY AND PROCESS

1. Introduction and Policy Statement

New City College aims to provide high quality services that meet the needs of our learners, staff
and our wider communities. This Complaints Policy and Process has been developed to
encourage constructive feedback and help us to resolve issues. This will help us to improve the
way we work for the benefit of all users of the College and its environment.

Through this policy and process we provide an open and fair method for dealing with alleged
failure to meet acceptable standards of service. It allows the college to handle matters efficiently
and effectively, allowing sufficient time to find out and consider relevant facts.

We welcome comments, complaints and suggestions from all members of the College
community, from prospective students and from the general public. (Staff who wish to make a
complaint should use the College grievance procedure.) All complaints and suggestions are
taken seriously and are not regarded as a criticism of individuals.

The policy and process have been designed to make sure that people who wish to make a
complaint are:

* taken seriously

* told who is dealing with the feedback and when a reply can be expected

* given a full and timely response

* kept informed of what is happening, with an explanation of any delays

* told about what to do next if they feel the complaint is not resolved to their satisfaction.

This process gives an opportunity for New City College to review, evaluate and address
issues raised. This process supports the College’s continuous quality improvement.

For students aged 18 and over (aged 25 and over if an EHCP is in place); a complaint received
from a third party (including a parent) will be considered only with the express written permission
of the person to whom the complaint relates giving the named third party power to act on their
behalf. The College reserves the right not to engage with third party representatives for students
aged 18 and over (aged 25 and over if an EHCP is in place) during the internal process of the
complaint procedure. This permission must be supplied within the six-week period following the
incident. Anonymous complaints will not be considered.

A group of students may collectively bring a complaint, where there is a shared concern
common to all complainants (a ‘group complaint’). In such cases one student should be
nominated by the group as the spokesperson and correspondent, with the written agreement of
the other complainants. Each member of the group must be able to demonstrate that they have
been personally affected by the issue(s) triggering the complaint. Following the completion of
the investigation process the complaint outcome will be communicated to each student named
in the group complaint.

All complaints regarding staff members conduct sit outside of this Policy and are dealt with
by the Deputy Group Director Human Resources for review and further action.

Any information regarding complaints is held on College systems in accordance with the General
Data Protection Regulation. No unnecessary personal information is held.

This process and policy should be used for complaints about services provided by New
City College. Students learning or training with other providers should use the relevant
complaints process.



2. Complaints not in Scope

¢ Anonymous complaints - The College reserves the right not to investigate
anonymous complaints, at its discretion.

¢ The student disciplinary process and complaints - The complaints process
should not be used to appeal an outcome of a disciplinary process, for example to
appeal an exclusion or a managed absence. The student disciplinary policy explains
the appropriate process for this.

e Vexatious or unfounded complaints - A vexatious complaint is one which is made
with the intention to cause inconvenience, harassment or expense to an organisation.
If it is demonstrated that a complaint has no basis, or is a repetition of a previous
complaint within the academic year for which the complaints procedure has been
followed and exhausted, it may be deemed a vexatious complaint.

Every complaint that is received by the College will be considered. Where a senior
manager has good reason to believe that a complaint is vexatious, it will be
acknowledged, recorded and no further action taken.

3. Multiple Complaints

Should the college receive multiple inconsequential complaints of a similar nature and type from
a complainant these will be addressed informally within the department.

Where multiple complaints are received that are of a similar nature and type or are a repetition
of a previous complaint, and in accordance with the formal process outlined in section 6, an
investigating manager will be appointed. Such complaints, where possible, will be investigated
by the appointed Manager that carried out the previous investigation.

4. Academic Judgement and/or Appeals

Academic related complaints must relate to a specific concern about the provision of a
programme of study or related to an academic service, including, teaching and academic
facilities. For complaints made following the end of a programme of study/end of formal
teaching, students must be able to demonstrate that concerns were raised at some stage
during the programme and that the college was given opportunities to resolve these
concerns.

Compilaints will be considered under the ‘NCC Complaints Policy and Process’ only where
they are deemed not to be an appeal of learning outcomes, including matters of academic
judgment.

Not in Scope - The complaints process does not cover matters of academic judgement,
this could relate to: learning outcomes, the award of marks for an assessment, fitness to
practice and/or research methodology (see OIA Rule 30.2 ‘the student complaints
scheme’). https://www.oiahe.org.uk/media/2268/quidance-note-rules-april-2018.pdf . For
further information on HE academic appeals, Policies and Procedures can be found on
the New City College Higher Education web area https://www.ncclondon.ac.uk/higher-
education/policies-and-procedures

5. The first step: Informal Process

Many difficulties can be dealt with by a lecturer, tutor or other relevant member of staff.
This is the first step to try to resolve any problems at college. An informal approach can
often be the quickest and most agreeable way of resolving complaints or concerns. Simply
raise concerns directly with a relevant member of staff, who will review and respond within
5 working days. If this does not resolve your concerns, a formal complaint can be made.
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6. Formal Process
(A useful step-by-step summary of the formal complaints process is noted below
in section 10)

6.1 Formal complaints may be made by completing a complaint form through the
college website or on the MYNCC app.

Or by email to: Complaints@ncclondon.ac.uk

Or in writing to:
Complaints
New City College
Ardleigh Green Road
Hornchurch RM11 2LL

Complaints forms can also be completed by hand and handed to a customer services team
member.

a. For the College to fully investigate and respond to a complaint, it should
include:
- An explanation of the concern and/or dissatisfaction with the College
- Relevant information that supports the complaint
- A note of the outcome you would like to see (this needs to be realistic and
is without prejudice).

If you have difficulty in making a written complaint, you may request for a member
of staff to discuss your complaint with you in confidence and note the details for you.

6.2 The College will acknowledge receipt of the complaint usually within 5 working days
of receiving the complaint.

6.3 An investigating manager will be appointed by the Group Complaints Coordinator,
the investigating manager will undertake a full review of the complaint and record
their findings. Any appointed investigating manager will be independent to the
source of the complaint and directorate.

6.4 In most cases, the investigating manager will send a written report explaining the
outcome of the complaint investigation within 10 working days of its
acknowledgement to the Group Complaints Coordinator. The investigating manager
will make every reasonable effort to complete the investigation within the 10-day
timeline. If a complaint is particularly complex, to ensure a thorough review of the
submission it may be necessary to take a case beyond the standard time limit. In
such circumstances the investigating manager will send an explanation and interim
update via the Group Complaints Coordinator. When the investigating Manager has
completed the investigation, the outcome of the complaint will be reviewed by the
Deputy Principal. A letter will then be issued by the Group Complaints Coordinator
outlining the outcome.

6.5 Any complaint should be submitted as soon as possible and must be made in writing
or by email within 6 weeks of the incident occurring. Should your complaint fall
outside of this timescale it will be rejected unless there are extenuating
circumstances by way of justification.

6.6 If the complainant is dissatisfied with the outcome they may appeal to the
relevant/appointed New City College Campus Principal by email to
Complaints@ncclondon.ac.uk
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7.1

7.2

7.3

7.4

7.5

7.6

7.7

7.8

7.9

The role of the investigating manager and the involvement of other staff

The member of staff carrying out an investigation into a complaint (the investigating
manager) will be independent to the source of the complaint, and not involved in the
situation or directorate which has given rise to the complaint. The investigating manager is
required to look into the complaint objectively, thoroughly and with impartiality.

Through the investigation the investigating manager will seek opportunities to resolve
rather than to escalate the complaint.

The investigating manager will conduct meetings and carry out other forms of investigation
as appropriate in order to report to the complainant as soon as possible. Examples of
reasons for potential delays in response include periods of College holiday, staff absence,
or if the complaint is closely linked to another college process such as grievance or
disciplinary.

The investigating manager should give regular updates to the Deputy Principal, Redbridge,
via Complaints@ncclondon.ac.uk throughout the investigation and report any anticipated
delays to agreed deadlines.

The investigating manager will respect appropriate confidentiality for as long as is
practicably possible. Details will be shared with staff who need to know in order to
investigate and respond. However, if a complaint is made against a member of staff, the
identity of the complainant will be disclosed to that member of staff. If there are any reasons
why this should not happen, this should be discussed with the Deputy Principal, Redbridge
and noted in the record of the complaint. Any person implicated in a complaint will be
informed of the nature of the complaint and have the right to state their understanding of
the situation as part of the investigation.

The investigating manager will not report their findings to the complainant, which would be
via the Complaints Coordinator, until the investigation is complete - other than as part of
the investigation or to explain a delay in the process.

When the investigation is complete the investigating manager will complete a report
explaining the outcome of the complaint. The investigating manager will forward this to
Complaints@ncclondon.ac.uk so that their findings can be communicated to the
complainant via a complaints closure letter and recorded centrally and securely by the
Compilaints Coordinator.

For serious complaints a full report will be sent to the relevant Director, Deputy Principal,
and/or Principal.

If the outcome of the investigation recommends disciplinary action, the issue will be passed
to the Director of Human Resources.
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8. The Appeal Stage

8.1

If a complainant is not satisfied with the outcome of their complaint, they should write
within 10 working days of receipt of the closure letter, explaining the reason/s why they
are not satisfied, to:

Complaints

New City College
Ardleigh Green Road
Hornchurch RM11 2LL

Or by email to:

8.2

8.3

8.4

9.1

10.

10.1

10.2

10.3

Complaints@ncclondon.ac.uk

This will be regarded as an appeal, and will be reviewed by the Principal at the
relevant New City College campus. This may be delegated to a Deputy or appointed
Principal as appropriate.

Appeals must be based on one or more of the following grounds:

That procedural errors in the investigation significantly affected the outcome

That evidence has not been properly considered and / or that there are reasons to
query the judgment that has been reached

That new evidence has come to light which was not available during the
investigation

The relevant/appointed Principal or Deputy will carry out a further assessment of the
complaint and its response, known as a ‘Validity Assessment’. If the Principal or
Deputy agrees that there are valid grounds for an appeal, they will arrange an appeal
hearing usually within 3 working weeks. A written summary of the appeal outcome
will be sent within 10 working days of the appeal hearing.

Next steps

Following the conclusion of the appeal, if a complainant is still not satisfied with the
outcome or response, they may be able to take the matter further with the Education and
Skills Funding Agency (ESFA) or, if they are a student on a higher education course, the
awarding university, and then the Office of the Independent Adjudicator for Higher
Education (OIA) (www.oiahe.org.uk), refer to section 10 below for further details.

Higher Education: Further Options
For students enrolled on the College’s Higher Education programmes.

The College subscribes to the Office of the Independent Adjudicator (OIA) for Higher
Education. With the exception of providers see 10.3, 10.4, 10.5 below - For HE-related
complaints a Completion of Procedures (COP) Letter will be sent to the complainant,
within 28 days of the final closing letter.

Complainants wishing to take their unresolved complaint beyond the College may have
recourse to the university that approves or validates their qualification. Before proceeding
externally to the university, the College complaints procedure must be followed first and in
its entirety.

Students studying with The Open University can take the complaint to the Open University
for consideration. If, after completion of the College’s procedure, the student is dissatisfied
with the outcome, the student has the right to contact The Open University for a review of
the decision. This must be made within 3 months of receiving the College’s final outcome
letter. The request for a review can be made by sending a written complaint/appeal to the

6
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10.4

10.5

10.6

10.7

Vice — Chancellor Delegate at The Open University at the address below:

The Vice-Chancellor’'s Delegate,
The Open University,

Academic Services,

Student Casework Office,
Walton Hall,

Milton Keynes, MK7 6AA,
United Kingdom.

The student can also contact the Student Casework Office (SCO) for help or advice
regarding your case:

Contact SCO by email: SCO-VC-Delegate@open.ac.uk
Contact SCO by phone: +44 (0)1908 659535

Following The Open University’s review and completion of the university’s procedure.
The Open University will issue you a completion of procedure letter.

For Students studying with London Metropolitan University if, after completion of the
College’s procedure the student is dissatisfied with the outcome, the student has the right
to contact the university for a review of the decision. Further information can be found on
Student Zone for London Metropolitan University at:
http://student.londonmet.ac.uk/your-studies/student-administration/rules-and-
regulations/complaints-procedure/

For Pearson HN provision the College will send a Completion of Procedures Letter to the
complainant, within 28 days of the final closing letter.

For students studying with Bath Spa University if, after completion of the College’s
procedure the student is dissatisfied with the outcome the student has the right to contact
the University for a review of the decision. This must be made within 3 months of receiving
the College’s final outcome letter. The university can be contacted via email:
Complaintsofficer@bathspa.ac.uk

Following Bath Spa’s review and completion of the university’s procedure. Bath Spa will
issue you a completion of procedure letter.

Further Recourse

If, after exhausting both the College’s and the awarding or validating university’s
complaints procedure, the student is still dissatisfied with the outcome, then the student on
a Higher Education programme is entitled to ask the Office of the Independent Adjudicator
(OIA) to look into the complaint. This must be made within 12 months of receipt of the
awarding body/university completion of procedures letter.

The OIA can be contacted at the address below:

Office of the Independent Adjudicator for Higher Education
Second Floor

Abbey Wharf

57-75 Kings Road

Reading RG1 3AB

Tel: 0118 959 9813

Email: enquiries@oiahe.org.uk

Website www.oiahe.org.uk/students
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10.8 The OIA considers complaints from those who remain dissatisfied at the conclusion of the
College’s internal complaints procedure (Pearson HN programmes) and for complaints
relating to an awarding or validating university both the College and the university’s
complaints procedure. The OIA looks at issues such as whether the procedure was
followed, whether these procedures were reasonable, and whether the final decision was
reasonable in all the circumstances. The College will respond to any OIA enquires in line
with OIA timeframes. The OIA cannot normally look at complaints:

o Where the student has not progressed through all stages of the College’s
complaints procedures and where applicable the university’s procedure

e Where the complaint refers to matters more than three years old

¢ Where the Completion of Procedures letter is received outside the twelve
months time limit
o Where matters have been or are being considered in court.


http://www.oiahe.org.uk/
http://www.oiahe.org.uk/
http://www.oiahe.org.uk/
http://www.oiahe.org.uk/
http://www.oiahe.org.uk/

11.

11.10

11.11

11.12

11.13

11.14

New City College step-by-step summary complaint procedure: Formal stage

If a complaint cannot be resolved informally, a complaint is submitted using the formal
stage complaints form, by email to Complaints@ncclondon.ac.uk or by letter to
Complaints, New City College, Ardleigh Green Road, Hornchurch, RM11 2LL.

(If needed, a staff member may give support by writing notes of a verbal complaint).

The complaint is usually acknowledged within 5 working days.

An investigating manager is appointed as soon as possible after the formal complaint is
received and is given the details of the complaint from the form, letter or email.

The Group Complaints Coordinator informs the relevant Group Curriculum Director or
service manager of the complaint.

The Group Complaints Coordinator on behalf of the investigating manager may arrange
interviews with the complainant and/ or any staff involved in the situation, as appropriate
to the nature of the complaint.

If the complainant is invited to an interview, they may bring a friend for support and not in
a legal capacity. For complaints investigated within Human Resources staff may bring a
trade union representative or work colleague for support, not in a legal capacity.

If the complaint relates to teaching and learning, the investigating manager may contact
the Group Curriculum Director Teaching, Learning & Development.

The complaints Coordinator writes to the complainant (via Complaints@ncclondon.ac.uk)
with a summary of the investigating managers findings and the outcome normally within
a further 10 working days of the investigation completion. The full investigation report
including recommendations, will also be shared with the relevant Deputy Principal and/or
Principal.

The closure letter will be sent to the complainant from Complaints@ncclondon.ac.uk If
an appeal is not made within 10 working days from receipt of the letter, the complaint is
considered closed.

If the complainant is not satisfied, they may submit an appeal within 10 working days of
receipt of the closure letter. All documentation relating to the investigation is forwarded to
the relevant/appointed Principal, who undertakes a validity assessment. If they consider
that there are grounds for the appeal, they then hear the appeal usually within 3 working
weeks. (The Principal can nominate another Senior Manager to hear the appeal.)

An appeal hearing is a recorded meeting at which the complainant outlines grounds for
an appeal. It is not an opportunity to repeat the investigation but witnesses can be called
if their evidence is directly relevant to appeal grounds.

A written summary of the appeal outcome will be sent within 10 working days of the
hearing.

The Deputy Principal, Redbridge will share all recommendations with Directors as
appropriate to ensure continuous quality improvement.

The College subscribes to the Office of the Independent Adjudicator for Higher Education
(OIA). For all complaints relating to Higher Education provision, a Completion of
Procedures Letter will be sent to the complainant within 28 days of the final closing letter.
(Please note this part of the procedure only relates to learners enrolled on an HE learning
programme at the College).
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New City
‘ i ) College

Compliments and Complaints

Please let us know if you've had a great experience with us or if something isn’t right. We
always aim give the best possible learning experience, so if we have got this wrong, we really
want to put it right. The information you give on this form will be used in adherence with the
General Data Protection Regulation (2018) and will be used for the explicit purpose of making

a complaint or compliment.

About you:

Full name:

Student ID number (where applicable):

Email address:

Contact telephone number:

The campus my feedback relates to is:

Arbour Square
Ardleigh Green
Chadwell Heath
Epping Forest
Hackney

Havering Sixth Form
lIford

Poplar

Rainham
Westbourne

Other

vV V V V VYV ¥V V V V VYV V
I A 0 O A

| would like to:

> Tell you about a great experience ]

» Make a complaint Ol
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Feedback

Please write details of your complaint or compliment including dates and any
members of staff you have spoken to

Please explain what steps you have already taken to resolve your complaint
(please include dates and any members of staff you have spoken to)

Please indicate what you feel we can do to resolve this matter, and what action you
would like taken

Signature:

Date

Please return this form to: complaints@ncclondon.ac.uk

Complaints

New City College
Ardleigh Green Road
Hornchurch RM11 2LL

11
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New City College Complaints process summary
(Please refer to the Complaints Policy and Process document)

You would like to make a complaint or
quality improvement suggestion.

Discuss with a staff member

Satisfied with the
staff member’s
response

l

No further action

l

Not satisfied

Submit a formal complaint

Complaint is acknowledged

|

An investigating manager is appointed.
You may be asked for more

information or to attend a meeting.

You receive a summary of the
outcome of your complaint and
‘complaint closure letter’ normally
within a further 10 working days.

Satisfied
with
outcome

Not
satisfied

No further action

Within 10 working days, request an
appeal. See next page
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New City College Complaints Appeal process summary
(Please refer to the Complaints Policy and Process document)

You would like to appeal a complaint
outcome

l

Within 10 working days, of receiving
complaint outcome, request an appeal
in writing.

!

Principal / Deputy Principal conducts
validity assessment

Principal/ Deputy
Principal makes

Principal / Deputy
Principal makes

decision: grounds

decision: no
for appeal

arounds for appeal

For further education provision: write
to the ESFA within 12 months of the
issue arising.

Not
satisfied

For higher education provision: write

Complainant is informed Appeal hearing usually within 3
to the OIA within 12 months.

working weeks

111

| |

. Appeal outcome sent in writing within
NIl o] a further 10 working days

For higher education provision run in
partnership with a university, write to
the relevant university — see section
10 in the policy.

/\

Satisfied
with
outcome

No further action
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