
NEW COLLEGE WORCESTER
COMPLAINTS AND REPRESENTATION PROCEDURE
New College Worcester (NCW) is always anxious to hear positive suggestions to improve its practice and looks forward to hearing from anyone who knows of its work and wishes to contribute to its developing success.

The college is anxious to ensure that it responds positively to any observations about its practice and that all who may wish to comment have a clear understanding of the mechanisms involved and the expectations they may have for an appropriate response.  

The college encourages openness in its culture and is anxious to listen at all times.  Complaints and suggestions should be dealt with as rapidly as appropriate consultation permits and should be dealt with at levels appropriate to a prompt and fair response.

The procedures which are attached to this document are designed to deal with complaints and observations regardless of whether they are considered formal or informal.  They outline lines of approach and should also do much to minimise any anxiety or feelings of vulnerability in anyone raising such matters.  
All students of the college have access to form tutors, care staff and college counsellors.  All members of the Senior Leadership Team, particularly the Head of Care, are available to students, as is the Principal.  The college has a College Council chaired by students who then have immediate access to the Assistant Principal.  The college’s e-mail system allows all students to access all staff privately.

In the event of any complaint and by agreement with any complainant, complaints will be recorded and acknowledged.  A log of complaints and other concerns will also be kept to allow the college to monitor its processes and the need for any broad action.  A log will contain the following information:
1. the person making the complaint 

2. date of the complaint

3. the nature of the complaint
4. any action taken and 
5. the outcome of the complaint.
The college will respond to all complaints within two working days.  The complainant will receive weekly updates on the progress of the investigation into their complaint until it is concluded.
All observations and complaints will be treated with respect within the college’s code of confidentiality.  No complaint or observation should rebound adversely on the complainant.  
The following documents will be made available:

· A leaflet for students in an appropriate medium outlining the process for suggestions, observations and complaints

· A leaflet for parents as above

· This procedure

All students have access to counsellors as Independent Listeners.  

The procedure will preclude any person who is the subject of a formal complaint from taking any responsibility for the consideration or response to that complaint.  Complaints against the Principal should be made to the Chairman of the Board of Trustee Directors of New College Worcester. In addition, access can be made to an Independent Person whose name and contact details appear in the Starter Pack, the annual update to parents and, alongside a range of other contact numbers, in the publications issued to students.  
The college will notify Ofsted of all serious complaints against the college or staff of the college.  This is in addition to any other notification requirements placed on the college by a local authority, or the Department for Children, Schools and Families.
In terms of student welfare, should reference need to be made to the local Social Services Department and Ofsted they can be contacted at:

Social Services


Ofsted
The Pines



National Business Unit
Bilford Road


The Royal Exchange Buildings
Worcester



St Ann’s Square 





Manchester, M2 7LA
Tel:  01905 752800

Tel: 08456 404040
Students and their parents/carers will also be informed on how they can access the complaints procedure of their placing authority.

Monitoring

The Principal and other members of the SLT review records of complaints twice termly to check satisfactory operation of the complaints procedure, and to identify both patterns of complaint and action taken on individual complaints.  Appropriate action is taken from such reviews in relation to the college’s policies and practices, as well as any necessary further follow up action in relation to individual cases.
STUDENT GUIDANCE ON COMMUNICATING PROBLEMS, SUGGESTIONS OR COMPLAINTS
The nature of New College Worcester, particularly its small size and the availability of its staff, means that the college prides itself on informal means of hearing and acting on the concerns of students.  On occasions, however, an outline procedure may be helpful.

How do I take further any concern?

Students should always begin by talking over any points with any member of staff who may be able to help.  If the student should then wish to take the matter further, the issue can be taken, in writing if necessary, to a more senior member of staff.  The student may of course also do this as part of a group or through their parents.  The college counsellor plays an important role and can be easily contacted by e-mail, through the nurse, the Assistant Principal or by putting a note in her pigeonhole.
Independent listener

An independent listener is someone you can contact for external support and advice over personal problems or concerns at the College.  The Independent Listener is not a member of staff at New College Worcester.  Below is the name and contact details of your Independent Listener.

Louise Osborne (Head of Care)

Mary Hare School
Arlington Manor
Snelsmore Common
Newbury
Berkshire
RG14 3BQ

Tel: 01635 244200
email: l.osborn@maryhare.org.uk
Who do I see?

Students may take any issue to any member of staff but for those things that are of especial concern, senior members of staff should be approached, such as those on the Senior Leadership Team.  

Does it matter what the issue is?

These can be big or small problems but if students feel they need assistance it is New College’s job to try and provide it.

What happens next?

If possible, the member of staff who the student spoke to will deal with the problem.  If not, he or she will take it on the student’s behalf to someone who can help. If independent advice is needed, the student’s house or hostel handbook contains a list of phone numbers for a range of people who may be able to help.  If the student should feel that the college has not resolved any serious difficulty which the student has, the student may also contact, directly or indirectly, the Independent Person whose details, again, are available in the house or hostel hand book.
Do others have to know?

The student should tell the member of staff concerned that they wish to keep information confidential and the member of staff will try very hard to respect their wishes.  If they are not able to do so because of the importance of the information, the student will be informed.  

PARENTS AND CARERS GUIDANCE ON COMMUNICATING PROBLEMS, SUGGESTIONS OR COMPLAINTS

The nature of New College Worcester, particularly its small size and the availability of its staff, means that the college prides itself on informal means of hearing and acting on the concerns of students.  On occasions, however, an outline procedure may be helpful.

Parents and carers may, however, wish to assist students in making observations or draw their concerns directly to the attention of the college.  

Concerns and complaints will be logged and the overall pattern analysed on a regular basis.

How do I take further any concern?
Parents or carers should talk directly to any member of staff or by telephone or concerns can be relayed in a letter or e-mail.  It is important to be as clear as possible about what the problem is.  Any member of staff will be happy to help and it may be best to start with the person most closely concerned with the issue – house parent, subject or form teacher.

Parents or carers are welcome to take the matter to a more senior member of staff if they prefer.

Does it matter what the issue is?
These can be big or small problems but if parents or carers feel they need assistance it is New College’s job to try and provide it.

What happens next?
If possible, the member of staff who the parent or carer spoke to will deal with the problem.  If not, he or she will take it on the parent’s or carer’s behalf to someone who can help.
The parent or carer will be told the outcome of their comment but a response may be forthcoming from a different member of staff to the member of staff who received the initial comment.  If issues are raised face to face or by telephone it may be possible to resolve the matter immediately.  If a parent or carer has made a complaint or suggestion in writing, it may be necessary for there to be discussion before any response is forthcoming.   The procedure precludes any person who is the subject of a formal complaint from taking any responsibility for the consideration or response to that complaint.
Do others have to know?
The parent or carer should tell the member of staff concerned that they wish to keep information confidential and the member of staff will try very hard to respect those wishes.  If they are not able to do so because of the importance of the information, the member of staff will inform the parent or carer.  

New College may, of course, need to make third parties outside the college, or others within it, aware of parents’ or carers’ comments but only after discussion.  

What if I am not satisfied with the outcome?
New College hopes that all who express concern will feel that their views have been fully and fairly considered.  If not, the parent or carer should take their concerns, in the first instance, to the Vice Principal and/or the Principal who will immediately investigate.  If the parent or carer remains concerned, the matter may be referred to the Chairman of Governors who will call for appropriate reports and will examine matters thoroughly before responding.  

On all occasions college policies are available to any interested party.
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