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This Policy should be read in conjunction with the following Landmarks policies and documents: 

 
Policies Documents 
1.7a – Learner Concerns and Complaints Employee Handbook 

All college policies are impact screened by the Safeguarding, Prevent and Equalities Committee 
(SPEC) when material changes are proposed to policies. It is for the Policy Author to highlight to 
SPEC when material changes are proposed. 

The policy has been reviewed using the Equality Impact Screening tool (EIS), positive impact is 
explicitly intended and very likely. 

 
This policy was EIS by SPEC on:   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Introduction 

 
1.1 Landmarks Specialist College prides itself on delivering a first-class service at all times. The delivery 



 

of an outstanding learner experience is a key tenant of its strategic priorities. 
 

1.2 However, the college also recognises that sometimes things may not meet these high standards. 
It actively encourages feedback from a range of service users and will be open and transparent in 
its resolution of complaints and in learning lessons from them. 

 
1.3 This procedure aims to ensure that complaints are resolved promptly and fairly. The procedure covers 

all areas of college activity. The procedure can therefore be used by any student, apprentice, 
parent/carer, employers, member of staff, visitor, contractor or member of the local community who 
has reason to be unhappy with the service provided by the college. 

 
1.4 The procedure covers complaints in whatever form they are received, we encourage feedback both 

positive and negative through a range of channels including – over the telephone, in person with a 
specific member of staff or via the college’s main mailbox (info@landmarks.ac.uk). In whatever form 
complaints are received, the principles of this procedure shall still apply. 

 
1.5 We strongly believe that most issues can be resolved quickly and at the informal stage of our process. 

However, for more serious incidents or incidents where the informal stage has not been able to 
resolve matters there are two furthermore formal stages to the complaints process and then 
recourse for individuals to take their complaint to external bodies who have oversight of the quality 
and funding for all aspects of the college’s provision. 

 
2.0 Stage 1 – Initial Complaint  

 
2.1 Many issues or complaints can be resolved quickly through this stage of the procedure and where 

possible it is often best to do so. Matters at this stage can be best dealt with by the appropriate 
member of staff (e.g., tutor, curriculum manager or member of the management team). 

 
2.2 All staff within the college are empowered to resolve issues to the satisfaction of both parties and 

may seek the advice of more senior members of staff to do so. Feedback and resolution to issues 
raised may be immediate in some cases, however it may be necessary for the member of staff to 
gather more information before concluding; as such it is expected that stage 1 complaints will be 
resolved within ten working days. 

2.3 In many cases the outcome of an stage 1 complaint will be communicated verbally. However, the 
college will provide written confirmation of outcome and will file copies of all correspondence in 
the complaints file. 

 
2.4 All complaints or suggestions for improvement are dealt with under this policy and logged 

accordingly on the complaints tracker.  
 

3.0 Stage 2 – Formal Complaint  
 

3.1 If resolution cannot be found at stage 1 or matters are too significant for the stage 1 approach to 
be appropriate, individuals may wish to make a formal complaint. 

 
3.2 A formal complaint must be made within three months of the issue first arising and must be made in 

writing to: 
 
Principal, Landmarks Specialist College, Littlemoor House, Littlemoor, Eckington, North East Derbyshire, S21 

mailto:info@landmarks.ac.uk


 

4EF. Or send an email to info@landmarks.ac.uk  
 
Alternatively formal complaints can be provided over the telephone by calling the college’s main switchboard 
number – 01246 433 788 and asking for the Principal. 
 

3.3 The college will take action on anonymous complaints in exceptional circumstances and where it 
felt that matters are significant and serious enough to warrant investigation without knowing 
the details of the complainant. 

 
3.4 The college will acknowledge receipt of the formal complaint within two working days from receipt 

of the formal complaint. 
 

3.5 An investigating officer, usually a manager from within the team subject to the complaint will be 
identified by management. In particularly serious matters a member of the college’s Senior 
Management Team. 

 
3.6 All complaints made to the Principal of the college directly will be logged as per the 

procedure above with an investigating officer appointed as per point 3.5 above. 
 

3.7 Upon receipt of the complaint, the investigating officer will consider the issues raised by the 
complaint and may contact the complainant to gather further information. In addition, the 
investigating officer may contact other members of staff or interview other individuals in conducting 
their investigation. They will respond in writing to the complainant within twenty working days. Their 
response will summarise their findings, propose a resolution if appropriate and/or state whether 
their investigation has upheld the issues raised by the complainant. A copy of the response will be 
provided to the Data Protection Officer for logging in the central complaints database. 
 

 
 
 
 
 
 

3.8 In certain circumstances, the deadlines stated above may need to be extended to enable a thorough 
and proper investigation to be conducted. This may be of particular relevance out of college term 
time to allow for key staff to be available as part of the investigation. If such an extension is 
necessary, this will be communicated to the complainant in writing. 

 
4.0 Stage 3 – Formal Complaint Appeal 

 
4.1 In most cases complaints can be resolved within stage two. However, it may be that the 

complainant is not satisfied with the resolution proposed or outcome of the complaint. In these 
instances, individuals have the right to appeal. 

 
4.2 Appeals should be made in writing to the Principal within 10 working days of the conclusion of Stage 

2 outcome. 
 

4.3 The Principal will acknowledge receipt of the appeal within two working days. The Principal will then 
assign a Senior Management Member to consider the original investigation, any evidence that was 

mailto:info@landmarks.ac.uk


 

not considered as part of the original complaint and the reasonableness of the proposed resolution. 
They will determine whether the appeal has grounds and will respond in writing within ten working 
days from the date of receipt. 

 
4.4 The response made by the Senior Management Member will outline whether the appeal has been 

upheld in full, partially or not at all and may suggest an alternative resolution to that proposed in the 
original response. 

 
4.5 In certain circumstances, the deadlines stated above may need to be extended to enable a thorough 

and proper investigation to be conducted. This may be of particular relevance out of college term 
time to allow for key staff to be available as part of the investigation. If such an extension is 
necessary, this will be communicated to the complainant in writing. 

 
4.6 The decision of the Principal is final and as such internal procedures for complaints are deemed to 

have been exhausted at this stage. In all instances information about how the complainant can seek 
external review of matters will be provided. 

 
5.0 Outside Agencies Contact Information 

 
5.1 The Local Government & Social Care Ombudsman 

    For concerns and complaints relating to learners receiving social care funding. 
 Telephone: 0300 061 0614 

Website: https://www.lgo.org.uk/adult-social-care 
 
 

 
Education and Skills Funding Agency (ESFA) 
For concerns and complaints relating to learners receiving ESFA funding. 
Email: Complaints.ESFA@education.gov.uk  
Post: Complaints Team, Education and Skills Funding Agency, Cheylesmore House, Quinton Road, 
Coventry, CV1 2WT. 
 
SENDIASS 
Please note that contact details for SENDIASS services are different foreach local authority. For more 
information, please contact the College who will be able to assist you in finding the details for your 
local authority.  

 
5.2 Issues related to the award of qualifications, conduct within examinations or grading can be referred 

to the relevant awarding body for investigation. Details of the correct awarding body for the 
programme of study can be obtained from the college’s exams team.  
 

5.3 Both agencies will want to satisfy themselves that the internal complaints processes of the college 
have been exhausted prior to acting upon complaints. 

 
6.0 Complaints about a senior post-holder or concerns about potentially fraudulent, corrupt or 

irregular activity 
 

6.1 The college has a separate Whistleblowing Policy which covers complaints against a senior post-
holder or concerns about potentially fraudulent, corrupt or irregular activity. These are dealt with via 
the college’s Whistleblowing Procedure. A copy can be provided on request. 

https://www.lgo.org.uk/adult-social-care
mailto:Complaints.ESFA@education.gov.uk


 

 
6.2 Current senior post-holders within the college are the Principal, Director of Quality & 

Curriculum, Director of Human Resources, Director of Finance and Director of Learner Welfare 
& Progression. 
 

7.0  Vexatious Complaints 
 
7.1 A vexatious complaint is one which is made with the intention to cause inconvenience, 

harassment or expense to an organisation. If it is demonstrated that a complaint has no basis 
or is a repetition of a previous complaint for which the complaints procedure has been 
followed and exhausted, it may be classed as a vexatious complaint. Every complaint that is 
received by the College will be considered. Where a senior manager has good reason to 
believe that a complaint is vexatious, it will be acknowledged, recorded and no further action 
taken. 

 
7.2 The complainant can at any time take their complaint to an external agency and the College 

will liaise with the appropriate agency to deal with any complaint it receives.  
 
 
 

Annex A: Guidance for Staff 
  
Is there a safeguarding issue?  
When receiving either a verbal or written concern or complaint consideration you must consider 
whether this could be a safeguarding issue. If there is any indication that the complaint or concern may 
be a safeguarding issue, then the staff member must immediately inform the designated safeguarding 
leads and follow their guidance.  
 
Suggestions for dealing with a concern or complaint:  

• Listen, be courteous and calm.  
• Accept the person’s right to complain or raise a concern.  
• Clarify exactly what the concern or complaint is and remember to record this on the Record Sheet (Annex 

B).  
• Explain any relevant policy and information to the person.  
• Explain what is, and what is not, in your power to do.  
• Explain exactly what you are going to do about the complaint or concern and whom you are going to 

inform.  
• If you are not sure how to proceed, seek guidance from a senior member of staff and inform the 

complainant that you are going to do this and then come back to them.  
• Explain that you will be recording the concern or complaint in the Complaints File.  
• Be positive; try to resolve the concern or complaint if you can.  
• Always inform your line manager about any concerns and complaints you receive, even if you resolve 

them.  
• If the complaint or concern is about another staff member always seek guidance from your line manager 

straight away, or senior manager if necessary. Things to avoid when dealing with a concern or complaint  
• Take the complaint or concern personally  
• Let your response to the concern or complaint become a further cause of complaint  

 
The initial response you provide to a concern or complaint may influence the final outcome. Therefore, 
please seek guidance from a senior team member if you are unsure or require clarification. 



 

 
  
 
 
 
 
 
 
 
 
 
 
 
 
 

Annex B: Landmarks Concern or Complaint Recording Form 
 

Number 
 
 

Stage One Stage Two Stage Three  
 

 

ESFA LLL OTHER 

 

Name of Complainant: Address: 

Concern or complaint or reported to: 
Date: 
Confirm Concerns and Complaints Procedure Explained Yes / No 



 

 

 
 

 
 

 

Investigation carried out by: Date 

carried out: 

Action – Outcome Taken: 

Details of Concern or Complaint: 

Date of Response to Complainant: By Whom: 

Any Other Comments: 

Complaint substantiated Complaint 
partially substantiated Complaint not 
substantiated [tick one box only] 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


