


3. General Principles and Procedures

3.1 The College recognises that it has a wide range of customers that include
learners of statutory education age, parents/carers, adult learners, appĀ ent
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A COP letter will be issued when:

● Petroc decides there are no grounds for the complaint or appeal to be
escalated to the next stage of its procedures.
● A student initiates or attempts to escalate a complaint or appeal outside
Petroc’s time limits.
● Petroc reaches a final decision that results in the exclusion or
suspension of a student under any of its procedures, including disciplinary
procedures.

3.7 Customer complaints (Higher Education provision)

3.7.1 University of Plymouth provision.

University of Plymouth awards please refer to the Higher Education Student
Complaints Policy and Procedure.

3.7.2 All other HE provision.

Once a complaint is closed a letter will be sent to the student confirming a
Completion of Procedure (COP). A COP letter will be issued when:

● Petroc decides that there are no grounds for the complaint or appeal to
be escalated to the next stage of its procedures,
● A student initiates or attempts to escalate a complaint or appeal outside
Petroc’s time limits.
● Petroc reaches a final decision that results in the exclusion or
suspension of a student under any of its procedures, including disciplinary
procedures.

The Office of the Independent Adjudicator for Higher Education publishes
information about each OIA member provider’s record in handling complaints
and appeals for the preceding calendar year, in the form of an on-line annual
statement.

If at the end of the investigation the student is still unhappy they may use the
right to submit a complaint to the Office of the Independent Adjudicator for
review.

3.8 Monitoring and Reporting

Complaints are monitored every two months by senior management and the
Quality team. The purpose of monitoring and review is to support continuous
improvement in the services provided by the College, learn lessons from
specific cases and identify any systemic issues requiring wider-scale respons



An annual report is produced for the Governing Body which sets out the key
features and outcomes, highlighting any changes that have been made in
response to all formal complaints.

The report is produced by the Quality Team and appropriate action plans are
instigated as necessary.

The annual report considers:

● Number of formal complaints lodged.
● Number of formal complaints upheld and rejected.
● Formal complaints divided by age, ethnic origin, gender and disability.
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Complaints may be raised individually or c
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Formal complaints received by the Quality Team will be acknowledged within
5 working days.

The Quality Department will send the stage one complaint to the Head of
Faculty or the relevant service Manager The Head of Faculty or service
Manager will respond to the complainant within 10 working days of receipt of
the complaint during term time only. (If a complaint is received within the
holiday period, the 10 working days will begin from the first day of term).

If in the unlikely event that a response to a complaint is going to take longer
the complainant will be informed within the 10 day period.

A copy of the response should also be forwarded to the Quality Team who will
log the response and response date.

5.3 Complaint Stage 2

Where the complainant is unhappy with the response and outcome of stage
one the complaint will be referred to a member of the Executive Team (either
Assistant, Vice or Deputy Principal) for an independent review of the situation
and evidence to suggest a suitable outcome.

Notification of the receipt of the stage 2 will be made within five working days.

The Executive Team member managing stage 2 may undertake an
appropriate investigation of the complaint. Following the full investigation,
they will provide an outcome letter to the complainant within 10 working days.

Where a complaint is against an Assistant Principal the complaint will be
referred to a Vice Principal. Where it is a complaint against a Vice or Deputy
Principal it will be referred to the Principal and CEO.

5.3.1 Appeals

Following completion of Stage 2, if the complainant remains dissatisfied with
the response/outcome, they may appeal in writing to the Principal & Chief
Executive Officer via the Quality Team stating the reasons. Requests for
appeals must be received within 5 working days following receipt of Stage 2
outcome being received.

Appeals may only be made on the following grounds:
There were procedural irregularities in the handling of the complaint
There is new evidence which can be presented which was not available at
earlier stages of the complaint.
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The outcomes of complaints arising from the Faculties will be raised at Quality
Review Meetings.

Lessons learned and resulting quality improvement actions will be recorded
and monitored in curriculum Quality Improvement Plans (QIP) and included
under recommendations within the Annual Report to the Full Governing Body.

7. Review

This policy will be reviewed every two years.

Feedback from learners, staff and wider customers will be taken in to account
when reviewing this policy.
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