
Complaints Policy 

  

Policy Introduction 

Global College is committed to delivering a high-quality service and encourages its students 

to tell it where there is cause for concern and a case for improvement. 

At the same time it is expected that in raising possible issues of complaint, students 

themselves will have observed their obligations as members of the College, through meeting 

their academic commitments and a level of general behaviour that accords with College 

regulations or reasonable consideration for others. 

We aim to handle complaints in a way that: 

 Encourages informal resolution. 

 Is fair and efficient. 

 Treats complaints with appropriate seriousness, sympathy and confidentiality. 

 Facilitates early resolution. 

 Allows the College or a particular section to benefit from the experience. 

Every effort will be made to ensure that the procedure operates as closely as possible to its 

declared timetable, at low cost and with minimal documentation, but always within the spirit 

of fairness to all sides. 

HOW TO COMPLAIN 

This procedure outlines a number of simple routes to be used by any student depending on 

the seriousness of the complaint.  

Typical types of complaint may include; 

 Misinformation about academic programmes, including fees.  

 Poor teaching or supervision. 

 Insufficient facilities. 

 The behaviour of a member of staff. 

 The behaviour of another student. 

 A failing in a College service, academic or non-academic. 

 





If you are still not satisfied with the response to your complaint, you should use stage 2 of 

the procedure outlined below. 

STAGE 2 

The College appreciates that there may be occasions where the above process is 

inappropriate and that a more formal approach is necessary.  

Where it has not been possible to resolve matters to your satisfaction under Stage 1, you 

should write to the Principal. Jenny Clark. jenny@glcollege.org.uk  

Your complaint must be specific and comprehensively documented. Please use this link to 

download a complaint form. Download complaints form here 

You should present full details, including your name and address, any relevant 

documentation, and dates, locations and witnesses as appropriate. You should also detail 

any previous unsuccessful attempts at resolution. Finally, you should state what reasonable 

steps should be taken to resolve the complaint. 

You should expect to receive an acknowledgement from the Principal within five working 

days. It is our aim that most complaints under Stage 2 should be resolved within 8 working 

days. You will be informed if there is likely to be any delay in the process. 

A meeting will be arranged between you and the Principal or other appropriate authority to 

discuss the matter. You may, if you wish, be accompanied by a fellow student or member of 

staff acting as a friend. A written record of the proceedings will be made by the Principal who 

will also take responsibility for arranging the meeting. 

As part of the process of attempting to establish the facts of the complaint, the Principal will 

hold a separate meeting with the person(s) who is the subject of the complaint and may also 

interview any material witnesses. A written record of the meeting will be made by the 

Principal. 

The Principal will notify you in writing of the result of your complaint and the reasons for the 

decision. Where the result of the complaint includes consequent action or recommendations, 

the Principal shall notify the appropriate person(s) or committee, internal or external to the 

College, without undue delay. 



Should your complaint relate to the Principal to whom it would normally be referred under 

stage 2, it should be submitted to a governor or external adjudicator who will arrange for it to 

be heard by an alternative person not previously involved in the case. 

STAGE 3 

If the complaint remains unresolved under Stage 2 to your satisfaction, you may in turn 

contact the External Adjudicator, who has not been previously involved in the case and 

who is not employed by or paid for by the college. With you they will investigate further.  

Contact details of the External Adjudicator will be given to you by the Principal. 

The adjudicator may seek further written information from you to clarify matters concerning 

the complaint. They may also decide, if their opinion of the evidence justifies it, to uphold (or 

not to do so) a complaint without proceeding further with the complaint process. 

The Adjudicator will arrange for a written record to be made of each interview. 

It is our aim that Stage 3 of the complaints procedure will be completed within 8 working 

days. You will be informed if there is likely to be any delay in the process. 

The Adjudicator will notify you in writing of the decision reached concerning this stage of 

your complaint and the reasons for it, together with any recommended consequent action.  

Recommendations arising from the stage 3 process will be formally dealt with by the 

Adjudicator and in turn the Principal who will confer and refer them to appropriate bodies 

and officers within the College for action and report. 

This will exhaust the Complaints and Appeals procedure as far as the college is concerned 

directly. 

If you are still dissatisfied, you still have recourse to the awarding body for final decision on 

exam and registration related matter.  

  



 
 

STUDENT COMPLAINT FLOWCHART 
 
 
 

   Student Encounters Issue  
 

 
 
 

Step 1 – Informal Process  
 

Student Discusses Issue With Teacher 
or  

With Academic Management (Principal, Welfare Officer) If Appropriate 
 

 
  
 

Step 2 – Formal College Process 
 

If the issue is still unresolved, student to make written complaint (by paper or 
email) to the College Director Jenny Clark (jenny@glcollege.org.uk) 

 
 
 

 
 

  Step 3 – Formal External Process 
 

If still unresolved the Student will be provided with details of the external 
adjudicator for a final decision.   

 
Recourse to the awarding body for your qualification may also be made for 

exam and registration matters. 
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