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1. Purpose
The Building Crafts College is committed to delivering a high-quality educational experience for all our students. We welcome feedback, including complaints, as a way to learn and improve our services.
This policy sets out how students can raise concerns or complaints, and how the college will respond to ensure fair and timely resolution. The policy applies to all learners, including:
· 16–18 year-olds
· Adult learners
· Apprentices 
2. Principles
We are committed to:
· Treating complaints seriously, fairly and sensitively
· Resolving issues as early as possible and at the lowest appropriate level
· Ensuring no student is disadvantaged or penalised for raising a concern
· Ensuring a clear, accessible and confidential process
· Learning from complaints to improve services and experiences

3. Scope of the Policy
This policy covers complaints related to:
· Teaching and learning quality
· Course content, delivery or assessment
· Staff behaviour or conduct
· Facilities, equipment or learning resources
· Student services (e.g. support, guidance, safeguarding, enrichment)
· Bullying, harassment or discrimination
The policy does not cover:
· Appeals against academic results or disciplinary outcomes 
· Matters relating to external providers (e.g. work placements) – though we will support students in addressing these

4. Informal Resolution – Stage 1
In many cases, issues can be resolved informally and quickly.
Students are encouraged to raise the issue directly with:
· Their tutor
· A support staff member (e.g. Pastoral Officer)
Informal concerns should be raised within 10 working days of the issue arising. The college will aim to respond within 5 working days.

5. Formal Complaint – Stage 2
If a student is not satisfied with the outcome of informal resolution or the matter is serious, they can submit a formal complaint.
How to Submit a Complaint:
· Online: via the Complaints Form on the college website
· Email: to Frances Hill, Deputy Principal. Frances.hill@thebcc.ac.uk 
Required Information:
· Full name
· Course 
· Details of the complaint (including dates and people involved)
· Any supporting evidence (e.g. emails, screenshots, photos)
Timescale:
· Complaints should be submitted within 20 working days of the incident or decision.
· The college will acknowledge the complaint within 5 working days.
· A full investigation and written response will be provided within 15 working days, or a reason given if more time is required.

6. Review – Stage 3
If the student is dissatisfied with the Stage 2 outcome, they may request a review.
This must be made in writing within 10 working days of receiving the Stage 2 decision and must outline:
Why the response is unsatisfactory
· Any new evidence or unresolved issues
The review will be conducted by a senior leader not previously involved. A final written response will be issued within 15 working days.

7. Confidentiality and Record Keeping
· Complaints will be handled sensitively and in accordance with data protection laws.
· Anonymous complaints will not normally be investigated unless there is a safeguarding concern.
· A record of all complaints, outcomes, and actions taken is kept and monitored.

8. Support Available
· Students can seek support and advice from the Pastoral Officer.

9. Monitoring and Review
· Complaint themes and outcomes are monitored by the College Management Team and Governing Body.
· This policy will be reviewed every three years or earlier in line with changes in legislation or best practice.
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APPENDIX
BCC Student Complaint Form
 
Purpose of this form
 This form should be used by any student (aged 16–18 or adult) who wishes to raise a complaint about any aspect of their college experience. The College takes all complaints seriously and aims to resolve issues fairly and promptly.
1. Your Details
Full Name:
Student ID (if known):
Date of Birth:
Course:
Contact Number:
Email Address:
Are you:
☐ A 16–18 year old learner
☐ An adult learner (19+)
Preferred method of contact:
☐ Email  ☐ Phone  ☐ Post
2. Type of Complaint
☐ Teaching or learning quality
☐ Assessment or feedback
☐ Behaviour of staff or other students
☐ College facilities or resources
☐ Health, safety or wellbeing
☐ Discrimination, harassment or bullying
☐ Other (please specify): ___________________________
3. Details of Your Complaint
Please describe your complaint in as much detail as possible. Include what happened, when, where, and who was involved.
 (Continue on another sheet if necessary.)
________________________________________________________________________________
Date(s) of incident(s): _______________________________
4. Informal Resolution
Have you tried to resolve this informally (e.g. by speaking with a tutor, support staff, or another member of staff)?
☐ Yes  ☐ No
If yes, please provide details of who you spoke to and what outcome was reached:
________________________________________________________________________________
5. Desired Outcome
What outcome or resolution would you like to see?
________________________________________________________________________________
6. Declaration
I confirm that the information provided is true and accurate to the best of my knowledge.
Signature: _____________________________________
Date: _________________________________________
If you are under 18, please provide a parent/guardian name and contact details:
Name: _________________________________________
Contact Number: ________________________________
 
Data Protection Notice
 Information provided on this form will be treated in confidence and handled in accordance with the College’s Data Protection Policy. Copies may be shared internally for investigation purposes.

