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Newcastle College – Complaints Guide 

Introduction
At Newcastle College, we aim to offer a high quality education service in a safe environment where everyone is treated with dignity and respect

If you are unsure and need further help or advice at any stage or require a copy of our complaints guide/form in an alternative format, please ask at the Reception Desk at Student Services in Rye Hill House or telephone 0191 200 4000.

The College has a staged complaints procedure through which we aim to resolve concerns as quickly as possible;

Stage One – Informal
· Stage 1 concerns should be raised immediately and no later than three months after its occurrence
· Students concerns should be brought to the attention of the person, who in your opinion is responsible, your Assessor/Programme Leader/Curriculum Leader in the first instance
· Employers/Parents/Members of the public concerns in the first instance should be raised directly with the person, who in your opinion is responsible. If you do not know who to contact, then the issue should be raised formally using the College’s Complaints Form (Appendix 1)








Stage Two – Formal
· If your concern is not resolved at Stage 1 or you feel the issue has not been responded to satisfactorily, you can take your complaint to Stage 2 of the College’s Complaints Procedure
· Stage 2 concerns should be raised within three months of exhausting Stage 1
· Formal complaints are submitted to Newcastle College’s Quality Unit and are overseen by the Vice Principal for Quality and Curriculum
· A formal complaint form (Appendix 1) should be fully completed and submitted either via post or email (full addresses are provided on Appendix 1)
· Upon receipt of the complaints form, we will write to you or your representative within 5 working days, acknowledging receipt of your complaint.
· The complaint will be assigned to one of the Senior Managers within the College structure, who will take responsibility to fully investigate the matter and provide a formal response within 15 working days. If we are not able to do so within this timescale the investigating officer will contact you 











Stage Three - Appeal
· If you are dissatisfied with the response to your Stage 2 complaint, you have the right to escalate your complaint to Stage 3. 
· You should put your appeal in writing, detail the reason for your dissatisfaction, what you have done to try to remedy the complaint informally and what you would like us to do next. 
· Stage 3 appeals should be sent to the office of The Principal. 



	
Stage Four – FE Students 
· If your concern is not resolved at Stage 3 and you are still not happy you can appeal to the Skills Funding Agency (SFA) for all courses
· Before you can do this, you must have exhausted all three stages of the College’s Complaints Procedure.
· If your concern reaches this stage, we will give you full information on how to proceed
· Further detail is also available via the below link; https://www.gov.uk/government/publications/sfa-complaints-procedure-about-providers 








Stage Four – HE Students 
· If your concern is not resolved at Stage 3 and you are still not happy, you can appeal to the Office of the Independent Adjudicator (OIA).  
· Before you can do this, you must have exhausted all three stages of the College’s Complaints Procedure.  
· If your concern reaches this stage, we will give you full information on how to proceed. 
· If you are on a course validated by Teesside University and, if, after exhausting all three stages of the College’s Complaints Procedure, you remain dissatisfied, you have the right to submit your complaint to the University. 













	










Appendix 1 - Complaints Form 

Complainant Details (This section is to be completed by all complainants)
	Name
	
	Student ID Number
	

	Course Code and Title
	
	Date of Birth
	

	Learner/Parent/ /Employer/Other?
	
	Mode of Attendance
	

	Address
	

	Telephone Number
	
	Mobile Number
	

	Email Address
	



Representative Details (Please only complete if you are contacting us on behalf of the Complainant)
	Name
	

	Address
	

	Telephone Number
	
	Mobile Number
	

	Email Address
	



If a representative is submitting a formal complaint on behalf a complainant who is student over the age of 19 – the complainant must sign below to confirm the College has permission to directly communicate with the representative

	Signature
	
	Date
	



Equality and Diversity Information (providing the following detail helps us to make sure that all people are treated fairly).
	Which Age Group Do You Belong To?

	Under 16
	
	16-18
	
	19-25
	
	25+
	
	Prefer not to say
	



	What is your Gender?

	Male 
	
	Female 
	
	Prefer Not To Say
	



	I Would Describe My Ethnic Origin As?

	White British
	
	White Irish
	
	White – Other European
	

	White – any other background
	
	Asian/Asian British –
Bangladeshi
	
	Asian/Asian British –
Indian
	

	Asian/Asian British – Pakistani
	
	Asian/Asian British –
any other Asian background
	
	Black/Black British –
African
	

	Black/Black British  Caribbean
	
	Black/Black British –
any other Black background
	
	Mixed –
White and Asian
	

	Mixed – White and Black African
	
	Mixed – White and Black Caribbean
	
	Mixed – Any other mixed background
	

	Chinese
	
	Prefer not to say
	
	Any other
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	I Would Describe My Religious Beliefs As?

	Christian
	
	Muslim
	
	Hindu
	

	Buddhist
	
	Sikh
	
	Jewish 
	

	None
	
	Other 
	
	Prefer Not To Say
	



	Do You Consider Yourself to Have a Disability?

	Yes 
	
	No
	
	Prefer Not To Say
	



Complaints Form

	Details Of My Complaint

	
Please clearly identify the nature of your complaint, and what has been done to attempt to resolve the complaint so far






	Please contact me/my representative by:

	Telephone
	
	Email
	
	In Writing
	




	Signed
	
	Date
	



 
Please forward your completed form to:

[bookmark: _GoBack]Postal: Quality Unit, Newcastle College, FREEPOST NT920, Rye Hill Campus, Newcastle upon Tyne, NE4 7SA

E-mail: NCLComplaints@ncl-coll.ac.uk
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