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1. Introduction

Oaklands College handles compliments, complaints and feedback fairly, accessibly, and
without discrimination or retaliation. We will communicate clearly, act promptly, keep parties
informed, and ensure decisions are based on evidence and proportionate to the issues
raised.

1.1. The College is committed to continuous improvement in all aspects of its work. Our policy
covers feedback about:

. The standard of service we provide
o The behaviour of our staff, and
. Any action or lack of action by Oaklands College.

2. College Vision, Mission, KPIs and Objectives

2.1 Vision: To be a sustainable educational trailblazer inspiring our learners and our wider
community to achieve their potential in a changing world.

2.2 Mission: To prepare every learner for work, a rewarding career, and life's opportunities. By
treating every student as the individual they are, with care, passion and understanding in a
professional, contemporary and community-focused environment they'll value and enjoy.

2.3 This policy aligns with Strategic Aim 1.
Deliver continuous outstanding teaching, learning, and assessment to all learners and employers.
This policy also aligns with Strategic Objectives:

a. Deliver outstanding teaching, learning, assessment and enrichment providing an
environment that builds skills and knowledge

b. Inspire our learners to attend, learn and achieve above the national quartile

C. Drive a professional culture of continuous improvement through high-quality training,
coaching and performance management to sustain outstanding quality of education

d.  Achieve high levels of satisfaction among all key stakeholders to raise the profile of
Oaklands

2.4  This policy aligns with Strategic Aim 2.

Create new and strengthen existing mutually beneficial partnerships to deliver the highest
quality educational offer to increase economic prosperity.

This policy also aligns with Strategic Objectives:

a.  Continue to grow our sector leading and employer endorsed centres, in partnership with
key partners that are locally and regionally relevant and recognised nationally and
internationally

b.  Continually develop our curriculum strategy to meet employment and economic
priorities by increasing participation in education and skills to progress people into or
within work
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C. Further develop our recognition as a collaborative educational group that increases its
number of strategic partners to develop skills, promote productivity and prosperity in
the region

d.  Continue to strengthen our strong and respected brand that listens and responds to all
its stakeholders

2.5 This policy aligns with Strategic Aim 4.

Further enhance our caring, accessible, inclusive, and thriving college community,
committed to fairness, health, and success.

This policy also aligns with Strategic Objectives:

a.  An educational group that is at the forefront of, and leading in Equality, Diversity, and
Inclusivity by embedding effective practices in all we do

b. Nationally accredited as an employer of choice that promotes a consistent culture of
trust, innovation, enterprise, and teamwork, where both staff and students feel valued
and recognised

C. Renowned for delivering a safe and secure environment that allows learners to thrive

d. Delivering more than just a qualification, through enrichment and work experience
activities that develops a portfolio of skills learners require to progress to their chosen
destination

3.  Purpose/Policy Statement

This policy outlines Oaklands College’s approach to compliments and informal and formal
complaints. Quality of service is an important measure of our effectiveness. We understand
that feedback is a valuable tool and should be treated sensitively and respectfully. We believe
that learning from feedback is a powerful way of helping us to safeguard, improve and
increase trust and open communication amongst the people who use our services. We treat
a complaint as an expression of dissatisfaction, whether justified or not, from a user of or
partner. We have learned that compliments indicate the parts of our service that are most
appreciated and often result in a welcome opportunity to recognise and praise our members
of staff and spread good practice.

4. Implementation/Communication/Training

4.1 Our policy covers feedback received from:

o Learners

° Applicants

o Parents/Carers/Guardians

o Employers or other users of facilities
. Members of the public

. Staff (for those issues not already covered through HR procedures)
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4.2 Our policy does not:

o Normally cover anonymous complaints — this will be decided on a case-by-case basis.

o Normally cover ex-students unless the complaint is received by the College within eight weeks
of the end date of the course.

. Cover some staff complaints, which are more appropriately dealt with through HR procedures.
Manage Safeguarding concerns which are, dealt with through the College Safeguarding
Procedures.

. Cover exclusions and student disciplinary complaints covered by the Student Positive
Behaviour and Disciplinary Policy.

o Normally cover complaints made outside the time limit of 3 months since the issue originally
occurred.

. Cover complaints or claims that have been dealt with by proceedings outside of the College,
such as an external court or tribunal.

. Cover complaints or claims that are or have already been settled by agreement between the
Complainant.

° Cover complaints where evidence of recordings or conversations that were obtained covertly
and without the informed consent of all parties being recorded.

4.3 The College reserves the right to refuse any complaints that are deemed vexatious (i.e.
manifestly unjustified, inappropriate or improper use of a formal procedure). The procedure
for making a complaint against a Corporation member or the Clerk is detailed in the College’s
Standing Orders. Complaints relating to Senior Postholders will be referred to the Clerk, who
will facilitate Corporation involvement in the process where required.

4.4 Compliments/general feedback
Those that wish to make a compliment or provide some general feedback on the College as a

whole, who do not necessarily wish to have an individual response, should feedback to the
Quality Administrator.

5. Monitoring Impact

5.1 It will be monitored as part of operational curriculum meetings and also monitored through
the Corporation Curriculum and Quality Strategic Meeting.

5.2 Departmental quality improvement plans will monitor themes coming out of the compliments
and complaints and share best practice within teams.

6. Stages of the Complaints Procedure

6.1. The Stages of the Complaints Procedure
At each stage it will help us to resolve your complaint quickly if you can give us as much clear
detail as possible, including any supporting documents/correspondence and stating that you

are making a complaint in line with our procedure. See Appendix A: Compliments,
Complaints & Feedback Process Flowchart.
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6.2. Stages:

o Stage 1 — Informal Complaint (verbal complaint)
o Stage 2 — Formal Written Complaint
o Stage 3 — Review of Formal Complaint

6.3. At Oaklands, we aim to investigate and resolve all complaints in a fair and reasonable
manner. If you are not satisfied with the outcome or any action taken relating to your formal
complaint, you have the right to request an appeal on one or more of the grounds set out

below:

Table 1: Making a complaint — Procedure

Formal Written

Stages Action
Stage 1 It is anticipated that most complaints can be resolved informally and close
Informal / Local | to their point of origin (face to face or on the telephone).
Issue
e As astudent, by talking with a teacher, tutor or Curriculum Team
Manager.
e As a parent, guardian, visitor, employer or prospective student by
asking to talk to an appropriate member of staff.
Any concern will be listened to and taken seriously. Every effort will be
made to assist in addressing the issue(s) raised. No
formal record will be kept at this stage, but we aim to resolve your complaint
within 10 working days.
Stage 2 Where your complaint has not been resolved to your satisfaction at the

informal stage, you can make a formal complaint which must be made in
writing/via email (please see the ‘Contact Us’ page within this policy).

Your complaint letter or email should include clear detailed reasons for
your complaint, an indication of the resolution or outcome you seek, and
copies of any documents upon which you wish to rely upon. Complaints
will be logged by the Head of Quality before being acknowledged.

Stage 3
Appeal of
Formal
Complaint

The College aims to investigate and resolve all complaints in a fair and
reasonable manner. If you are not satisfied with the outcome or any action
taken relating to your formal complaint, you have the right to request a
Review on one or more of the following grounds:

e New material evidence has come to light which was not
reasonably available at the time of the complaint investigation.
e You believe the outcome of the complaint was manifestly
unreasonable and/or any resulting action was disproportionate.
e The complaints procedure was not followed.

A written request to begin Stage 3 of the procedure must be made to the
Vice Principal Quality, Student Experience & Progression within 5 working
days of you receiving your Stage 2 response. A member of the Senior
Management Team (independent to the investigation so far), will be
nominated to formally review your complaint to date. A written response,
detailing the findings of this investigation, will be sent to you, along with a
decision on whether your complaint has been upheld. This decision is
final and marks the end of our internal complaints process. There is no
further right of appeal within our process.

¢ Acknowledgement within 5 working days
e Full response within 20 working days Page 6.of 10.




6.4.

6.5.

7.

7.2.

There is no further right of appeal within our process. Where complaints
relate to qualifications or provision regulated by an awarding organisation or
CITB, complainants may also refer the matter to the relevant external body
following completion of the College's internal procedures. Contact details
are provided in the "Contacting External Agencies" section of this policy.

Extending time limits - We aim to complete all complaints within the timescales above;
however, if a complaint is very complex, where delay may cause potential harm or, if a
complaint is received during a holiday period, it may be necessary to extend or expedite the
time limits. If this is the case, we will keep you informed of progress with the investigation,
the reasons for the delay and inform you of the new deadline.

External Agencies - Following the conclusion of a Review, you may be able to take the matter
further with one of the following external agencies:

o The Education and Skills Funding Agency (ESFA), from FE complaints

o The Office of the Independent Adjudicator for Higher Education (OIAHE), if you are on
a Higher Education course, with your college partner University.

Delivery of this Policy
Our Standards for Handling Complaints

We treat all complaints seriously provided that they are not made abusively or offensively and
comply with the guidance above. You will be treated with courtesy, fairness and with your
safeguarding and wellbeing uppermost at all times. We would hope, too, that you will be
courteous and fair in your dealings the College.

We will not treat you less favourably than anyone else because of your: sex or marital status;
this includes family status, responsibility for dependants, and gender (including gender
reassignment, whether proposed, commenced or completed) sexual orientation colour or
race; this includes ethnic or national origin or nationality, disability, religious or political beliefs,
trade union affiliation, or other unjustifiable factors, for example language difficulties or age.

Confidentiality

All complaints received will be dealt with confidentially and in accordance with the
requirements of the relevant data Protection Act 1998. In some cases related to
Safeguarding, it may be necessary to refer a complaint to external child protection agencies
in accordance with our Safeguarding procedures. If a complaint is about a member of staff,
details will be shared with the staff member’s line manager (where this may differ from the
person investigating the complaint). In some circumstances, the College Designated
Safeguarding Lead may also be notified. In most cases, the complaint will be investigated
with the member of staff being asked for their participation in the investigation. In some
circumstances, the nature of the complaint may require the College to approach the
investigation more formally, referring to the College Student Positive Behaviour and
Disciplinary Policy and other relevant policies to guide the investigation and any actions
where appropriate.

In all other respects, the College will maintain confidentiality regarding complaints and
request that students, apprentices and employers do the same.
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7.3. Unreasonable behaviour

All complaints will be processed in accordance with this policy. However, if during this
process, unreasonable complainant behaviour and/or unreasonable and persistent
complainants are experienced, we reserve the right to end the process and reject the
complaint. We believe in some circumstances it would be unreasonable that a complaint is
pursued if the complainant owes the College fees. The College has the right not to accept
complaints (e.g., where a complaint is judged by the College to be frivolous, vexatious or
malicious).

7.4. Recording and monitoring feedback

We will log the feedback we receive so that we can monitor good practice and problems, this
also helps us to take a closer look at what we are doing well and how we can further improve
our own service delivery. Our Quality Department will analyse the complaint information and
feedback to identify complaint patterns and issues. The Senior Leadership Team and the
College corporation will receive reports on this analysis to enable it to monitor this information
on a termly basis.

7.5. The Policy is available on the College portal and College website and all students will be
made aware of the Policy and process at induction.

8. Related Documents

8.1. Other documents which should be read in conjunction with this Compliments, Complaints and
Feedback Policy and which may override what the policy covers are:

o The College’s: ‘Oaklands College Assessment Policy and Guidelines’, which outline
student and staff responsibilities, and the process students should follow if they wish to
appeal against a grade/mark awarded by an assessor.

o The College’s formal ‘Disciplinary Staff Policy’.

o The College’s ‘Grievance Policy’ for staff.
8.2. Contacting us

All complaints and requests for review under our compliments, complaints and feedback policy
should be sent using one of the following:

By telephone - 01727 737000

Using the online complaints form

By email to quality@oaklands.ac.uk

In person directly to a member of staff

By filling in a complaints form (these are available at reception on both campuses)

8.3. Contacting External Agencies

The Education and Skills Funding Agency (ESFA)- you should contact the ESFA if your
complaint refers to any aspect of your education at Oaklands College other than higher
education (HE) Complaints about post 16 education and training funded by ESFA

The Office of the Independent Adjudicator (OIA) — you should contact the OIA if your
complaint refers to any aspect of higher education (HE) at Oaklands College.
http://www.oiahe.org.uk/complaints-about-our-service.aspx
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The OIA run an independent scheme to review student complaints. You can find more
information about making a complaint to the OIA, what it can and can’t look at and what it can
do to put things right at https://www.oiahe.org.uk/students. The College will issue you with a
Completion of Procedures letter to confirm that you have completed the College’s internal
processes to support you with your complaint to the OIA.

Construction Industry Training Board (CITB) — learners, apprentices, employers or
candidates undertaking CITB qualifications who remain dissatisfied following completion of
the College's internal complaints process may contact:

CITB

Approval and Compliance Manager
CITB Quality Assurance Team
Cyrus Way

Peterborough

Email: Quality.assurance@citb.co.uk

https.:.//www.citb.co.uk/media/4izp32rx/appeals-policy-auqust-2025.pdf

9. Key definitions/glossary

9.1. Complaints - an expression of dissatisfaction, whether oral or written, and whether justified
or not, from an individual or group of individuals about the provision of education or services
by the college.

9.2. Compliments — a compliment is a polite expression of praise, admiration, or approval
conveyed to someone to acknowledge their qualities, achievements, or positive attributes.
Compliments show appreciation, or express goodwiill.

9.3. We will use both complaints and compliments to learn from in order to constantly improve our
service.
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Appendix A: COMPLIMENTS, COMPLAINTS & FEEDBACK PROCESS
FLOWCHART

Stage 1 Informal Complaint/Local Issue (Verbal Complaint) (Informal response within
10 working days) As a student, by talking with a teacher, tutor or Head of Section.
As a parent, guardian, visitor, employer or prospective student by asking to talk to an appropriate member of staff.

Resolved?
R ——
Stage 2 (Formal Written Complaint)

Acknowledged by College Quality Administrator within 5 working days. Numbered
case file opened to record all correspondence and evidence. Log date for
anticipated final response.

Complaint forwarded to DoF/CTM/or other senior manager to investigate and
resolve.

Full response to be issued within 20 working days.

Resolved?

R SR

Proceed to Stage 3 Review of Formal Complaint (inform
Quiality within 5 working days of receipt of Stage 2
outcome)

Acknowledged by Quality Administrator within 5
working days.

Independent member of Senior Management Team

nominated to investigate complaint to date. Quality

Administrator to forward case file and note date 20
day response.

Full written response to be provided within 20 working
days, detailing findings and decision on upholding
complaint.

Resolved?

Internal process exhausted

Direct complainant to final external
review body.

Quality Administrator and Head of
Quality to provide Case File as
required to facilitate external

investigation

Final outcome from external review
body
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