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Complaints Procedure
iPEC is committed to providing a quality service and achieving the highest standards of conduct.  One of the ways in which we can continue to improve our service is by listening and responding to the views of our students, parents, staff and all partners including employers. Therefore we aim to ensure that:
· making a complaint is as easy as possible; 

· we treat as a ‘complaint’ any clear expression of dissatisfaction with our service; 

· we treat it seriously whether it is made in person, by telephone, by letter, by fax, or by e-mail; 

· we deal with it promptly, politely and, where appropriate, informally (for example, by telephone); 

· we respond in an appropriate manner — for example, with an explanation, or an apology where we have got things wrong, or information on any action taken etc; 

· we learn from complaints, use them to improve our service, and publish information on complaints in our Annual Report.
Complaints can be made in person, by phone or in writing.  Complaints about the conduct of an individual member of staff should be made either direct to him/her or to his/her line manager.
When a complaint is made the staff member receiving the complaint will listen to the problem and offer to facilitate a written account, thereby making it a formal complaint. 
Problems involving legal obligations to other statutory bodies on the part of iPEC will be referred immediately to the relevant statutory body.
On receipt of a formal (written) complaint, the staff member will notify the iPEC Manager within 48 hours.
On receiving the complaint the line manager will:

· plan action to address the problem, and inform the complainant of the plan. Under normal circumstances the iPEC Manager will carry this out within 14 days. If it is not possible for the iPEC Manager to provide a full reply within this time — for instance, because a detailed investigation is required — an interim response will be provided, explaining what is being done about the complaint, and when the complainant can expect a full response.
· take planned action involving others named in the plan

· review the plan with the student or parent/carer at an agreed date.

A complainant who is dissatisfied with this process, or who wishes to make a complaint against the iPEC Manager, should at the earliest opportunity inform the Chair of the iPEC committee who will:
· convene a Complaints Panel consisting of at least three iPEC Committee members
· ensure there will be at least one member of the Complaints Panel who is independent of the management and running of the school.
· invite the complainant e.g. the parent to attend and, if s/he wishes, to be accompanied by a friend

· ensure that the findings and recommendations of the panel are communicated to the Proprietor, the iPEC Manager and the complainant

Any member of staff will provide contact details for the Chair of the iPEC Committee to facilitate this if requested.

In all cases, the iPEC Manager will ensure that written records of all complaints, and actions taken, including panel hearings, are stored and kept confidential.
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