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How to complain
Step 1: Contacting us
The first step is to talk to the Enhancement Fund Team member who is dealing with the issue you have concerns about.  We will try to resolve the problem on the spot if we can.  If we can't do this, for example, because information we need is not to hand, then we will take a record of your concern and arrange the best way and time for getting back to you.  This will normally be within five working days or we will make some other arrangement acceptable to you.

Step 2: Taking your complaint further.
We hope you will only feel the need to make a formal complaint as a last resort and that you will complain to the person dealing with the matter first to give them a chance to put things right.  However, if you are still unhappy, please make a formal complaint by either writing a letter or completing a complaints form and sending this to Hilary Fort, Business Relations, External Funding Office, Calderdale College, Freepost HX2004, Francis Street, HX1 3BR , setting out the details, explaining what you think went wrong and what you feel would put things right.  Alternatively please phone the Enhancement Fund Office and ask the team member who answers your call to record your concerns as a formal complaint.  They will record the necessary details and this will be dealt with as if it were a formal written complaint.

All formal complaints will be acknowledged within 2 working days of receipt at Calderdale College and will be investigated by the Head of External Funding at the College.  You should expect a full response within 10 working days, however if we feel that the investigation / resolution will take longer than this, we will contact you to let you know when we expect to provide you with a full response.
Step 3: The next stage
If you are not satisfied with the Head of External Funding’s response you direct your complaint to the Mr Chris Jones, Principal, Calderdale College, Executive Office, Francis Street, Halifax HX1 3BR.
The Enhancement Fund (Calderdale College)

QUALITY ASSURANCE PROCEDURE

CUSTOMER COMPLAINTS (Formal)

Purpose 

It is the policy of the Enhancement Fund (Calderdale College) to ensure that the service provided meets and exceeds the expectations of all our Customers. To support this, we actively seek feedback from all users of our services.    We encourage our customers to complain if they feel that their expectations have not been met. The Enhancement Fund will use a structured approach to ensure the problem is resolved and will use this information to implement continuous improvement and promote good practice. 

Responsibility

The Quality Officer is responsible for the administration and reporting of the processes as stated in this procedure.   

The Head of External Funding is responsible for ensuring that all complaints are investigated to identify the root causes and ensure corrective/preventative actions are taken to the satisfaction of the customer.

Procedure

This procedure will be implemented each time formal complaint is raised.
The attached diagram outlines the complaints process.

1. A complaint will normally be raised by one of 3 routes:- 

a) Letter / Email: Any member of the team receiving a letter / email of complaint must forward details of this to the Quality Officer on the day that it arrives.

b) Complaints Form: All Enhancement Fund Complaints forms (QAP9.09a) are addressed to the Quality Officer 

c) Telephone: Any member of the Enhancement Fund team receiving a telephone call from a client wishing to complain about an aspect of the fund must record details of the complaint received on the Complaints Form (QAP9.09a) and forward this to Quality Officer on the day that the call was received.

2. The Quality Officer will send and acknowledgement letter to the complainant and forward the complaint together with the Complaints Follow-Form (QAP9.09b) to the Head of External Funding (or, if unavailable, a member of Calderdale College management team). 

3. The Quality Officer will ensure that the complaint is logged onto the Calderdale College complaints system.

4. The Head of External Funding will investigate the complaint and record details of findings on the complaints follow-up form (QAP9.09b). A team approach will be used whenever possible to ensure that the root cause of the complaint has been identified and the appropriate corrective / preventative action is taken.

5. The Head of External Funding will respond to the complainant within 8 working days of the initial receipt of the complaint with details of actions taken and proposed outcomes and will return a copy of this together with the completed complaints follow-up form to the Quality Officer.

6. If the response to the complaint cannot be sent within 8 working days:- 

a) The Head of External Funding will agree a revised date for completion with the Quality Officer. 

b) The Quality Officer will send an update to the complainant and alter the proposed close down date on the college database.

c) The Head of External Funding will respond to the complainant within the new timescale agreed.

7. If the complainant is not satisfied with the outcome of the complaint they will be referred to the Mr Chris Jones, Principal of Calderdale College.

8. The Quality Officer will ensure that all complaints forms and relevant information are retained in the college Executive Office

Monitoring

The Quality Officer will submit a monthly summary report to the Enhancement Fund Policy Group.
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Documents retained & stored by Quality Systems Administrator








Customer complaint received by member of team





Head of External Funding determines the route cause, implements corrective / preventative action





College Customer Complaints Log





Response to complainant sent within 8 working days*.





Quality Officer submits complaints summary to EF Policy Group





Note: *working days are from the date the Enhancement Fund Team receives the complaint





Acknowledgement letter sent to complainant within 2 working days*.





Head of External Funding completes QAF9.09B & returns to Quality Officer with copy of response to complainant





Quality Systems Manager verifies corrective / preventative actions during internal audits





Forwards details & QAF9.09B to Head of External Funding for Investigation





Details passed to Quality Officer





Quality Systems Manager submits complaints summary to College Management Meetings











