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Vision

Loreto College is centred in God, rooted in Christ and animated by the spirit of Mary Ward, the
founder of the Institute of the Blessed Virgin Mary. Our vision is that it will be an educational
community where each person has the experience of being loved and valued as a sacred individual
created by a loving God; a community where students enjoy an enriching and liberating education
that helps them grow into the fullness of life and empowers them to be men and women of courage
who are alive to the needs of humanity and committed to making a better world.

Introduction
The College aims to be an educational community which gives expression to the core values of Mary
Ward - freedom, justice, sincerity, truth, joy, excellence and internationality.

Loreto College has the highest expectations of personal, academic and professional excellence. This
document sets out the College’s policy and guidance on the procedures it will follow in the event that
a complaint is lodged about the College or any of its’ employees. In doing so, the college will be
mindful of its core values and of its duty of care to all its staff and students and will endeavour to act
at all times with justice, compassion and respect for the dignity and worth of all those involved in the
process.

Preamble
All staff have a responsibility, on receiving informal or formal complaints, to treat them seriously and

to deal with them promptly.

The Principal will receive all formal complaints, record their receipt and pass them on to the
appropriate Manager.

Managers who receive formal complaints will investigate them promptly and respond in writing
within ten working days to the complainant, keep records and send a copy of the correspondence to

the Principal.

If the formal complaint relates to the performance or actions of particular members of staff, the line
manager of the staff concerned will be asked to investigate the matter and deal with it.

Senior Managers will be asked to deal directly with more serious formal complaints.

The Principal or an appointed deputy will be involved in any appeals against decisions made.
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The Governing Body is responsible for ensuring that the Complaints Policy & Procedure are operating
effectively. The Principal will present to the Governing Body the annual summary and analysis of the
range of formal complaints.

Any complaints that involve the Principal will be investigated and dealt with by the Governing Body.

Any complaints relating to safeguarding will be dealt with following the college’s Safeguarding and
Child Protection Policy.

Who might use this Policy & Procedure?
Anyone who is unhappy with the college can complain. This could be a student, a parent, an

employer, a local resident, a contractor, a college employee or anyone else.

The complaint may be made informally to a member of staff or formally to the Principal.

THE COMPLAINTS PROCEDURE

INFORMAL STAGE
1. Anyone who is dissatisfied with the college will normally discuss their problem as soon as possible
(and no later than six weeks after it originated) with an appropriate member of staff.

2. For students this will usually be a teacher, tutor or Head of Hall.

3. Where the complaint comes to someone not directly involved with the area concerned then they
will direct the complainant to the appropriate member of staff to deal with the problem. If the
appropriate member of staff is not available, a note must be made of the matter with a contact
telephone number or address and the note passed on to the member of staff.

4. The appropriate member of staff will try as soon as possible to resolve the matter to the
satisfaction of the complainant.

5. Informal complaints of substance must be reported on a formal complaints form by the member
of staff dealing with them, even when the matter has been resolved to the satisfaction of the
complainant. The form is then to be sent to the Principal’s Office.

6. If the matter cannot be resolved to the satisfaction of the complainant then a formal complaint as
outlined below should be considered. No pressure should be applied to the complainant in
deciding whether they should or should not make a formal complaint. They must, however, be
informed of their right to do so.

FORMAL STAGE

1. Where the problem cannot be solved informally, or if the complainant wishes to make a formal
complaint, or even when resolved the informal complaint involves a serious issue, the complaints
form, available on myLoreto and at the main office, should be filled in.

2. Itis important that the complainant clearly identifies on the form the nature of the problem with
names, dates and times where relevant and notes their own relationship with the college.
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3. The completed form will be sent to the Principal.

4. After recording the receipt of the formal complaint and its general nature, the Principal will direct
the complaint to the appropriate Manager for action. A Senior Manager may be the appropriate
person to deal directly with some serious complaints as noted in the Policy.

5. The Manager will investigate the complaint and will decide either to dismiss it if the complaint is
unwarranted or find some or all of the complaint is justified. If the latter, then the Manager in
responding to the complainant will apologise and explain how the situation can be rectified where
this is possible. The Manager will also take steps to ensure that, as far as possible, the problem
cannot arise in the future. The Manager will keep a file of all documents including notes of
meetings that are relevant to the complaint.

6. The Manager must respond to the complainant within ten working days of the Principal receiving
the complaint. If the investigation is likely to take longer than ten days, the Manager must inform
the complainant of this within the ten days. A copy of all correspondence with the complainant
must be sent to the Principal’s Office.

APPEALS AGAINST DECISIONS

1. If the complainant wishes to appeal to the Principal against the decision made in response to a
formal complaint, it can only be on the following grounds:

= A quality of service failure involving standards of teaching, student guidance, information
given, discretions exercised, facilities, resources or accommodation.
= Unreasonable actions by the college or the college failing to do what is expected of it.

2. The Principal may consider further evidence offered by the student or parents/carers can offer in
the complaint.

3. Within five working days of reviewing the complaint, or of the expiry of that period, the Principal
will write to the student and parents/carers to inform them of his decision on whether to uphold
or overrule the original outcome of the compliant.

4. In this letter the student and parents/carers will be informed that they can make an appeal to the
Governors’, only if the College did not follow procedures properly. The Governors’ must meet
within fifteen working days of receiving the student’s or their parents’/carers’ appeal, which in
turn should be lodged with the Clerk of Governors, at the College address within 7 working days of
the date of the Principal’s letter informing the parents and student of his decision to uphold the
original outcome of the compliant.

5. The Governors’ Procedural Review Appeals Committee will comprise of no more than three
members of the Governing Body, to include either the Chair or nominated representative of the
Standards Committee.

6. This Committee will determine if all College procedures have been followed. The Committee will
consider:

- A written representation from the student/parent/carers as to why they feel procedures have
not been followed.

- A report on action taken and procedures followed by the member of staff who investigated the
complaint

. The Committee may chose to request further information from the student/parent/carers or
college as necessary.

7. The Governors’ Procedural Review Appeals Committee will decide if the College has:

A. Appropriately followed procedures

C:\Users\hgreen.LORETO.000\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\DAA1W9L2\Complaints_P
olicy Feb 23 (002).doc Page 3 of 5



B. Not followed procedures and identify where the college deviated from these procedures
and/or

C. May recommend to the Principal that any decisions are reviewed if procedures have not been
fully adhered to.

8. The decision of the Governors’ Procedural Review Appeals Committee is final.

9. Both the student/parent /carers and the Principal will be informed of their decision, within 10
working days of the Procedural Review Appeal meeting being held.

10. If, at any stage, it is established that procedures have not been adhered to and in light of any
comments made by governors, the Principal will reflect on the impact/significance of the deviation
from procedures and will determine if:

1. the original outcome from the complaint should still stand.
2. there should be a revised outcome from the complaint.

11. Appeals are not possible if:
= The college has no discretion in the matter such as the level of certain fees, some course
requirements and legal restraints.
= |t concerns a disciplinary matter that has already been the subject of an appeal.
= The complaint can be better made to an outside body that is responsible such as an
examination board, the local authority, an employer or a managing agent.
= The issue is the subject of legal proceedings.

SUPPORT

For all students with learning difficulties and/or disabilities, the college is happy for someone else to make a
complaint on their behalf if they have asked them to do so. Such students requiring help with a complaint
may be able to get advice from:

The National Bureau for Students with Disabilities (telephone 0800 328 5050)
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sixth form

COMPLAINT FORM

Person complaining. Give your name and your relationship to the college (eg parent, employer,
student, etc). If you are a student, give your tutor group:

Address:

Postcode:

Please give details below of the complaint (attach extra pages, any letters, etc and note on this
sheet what is attached). If your complaint relates to a course, please name it and —if it is part-
time — give the day or evening you attend.

Signed: Date:
(If on behalf of the complainant, please identify by name and status)
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FOR OFFICIAL USE

Customer Complaint Form No.: Date Received:
Sent to: Date:
REMARKS:

Inits. Date:
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