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Richmond Adult Community College Complaints Policy  

 

I. Introduction 

RACC is committed to providing a high quality experience for all its learners and customers, 
through its teaching and its range of professional support services.  It encourages a positive 
environment in which feedback from learners is encouraged and where complaints are dealt 
with effectively.  

II. Aims of the Policy 

The Complaints policy outlines our approach to dealing with complaints and aims to: 

• Define the Colleges commitment to managing complaints  

• Ensure that the College has systems in place to respond to complaints and processes 
and its commitment to using complaints to inform improvements. 

• Encourage prompt resolution to comments, suggestions and complaints at an early 
stage. 

• Ensure that all complaints are dealt with seriously, fairly and sensitively, with no 
negative impact on the complainant.  

• Define responsibilities and allocate duties to individual members of the College staff. 

III. Scope   

The policy should be used by anyone who wishes to complain about our services, including; 
learners, partners, parents/guardians of learners under 18, local residents and other users.   
 
The policy aims to ensure that all complainants are treated equitably and receive prompt, 
helpful and polite responses.  
 
Complaints addressed directly to the Principal or Deputy Principal will follow the same 
procedure as those made to staff members or through other channels.  
 

IV. Definitions  

What is a complaint? 
A complaint is an expression of dissatisfaction whether justified or not, about our services, 
staff or policies. 
 
The following are not considered to be complaints and therefore do not fall within this policy;  

• Comments and suggestions 
• Requests for services or changes to services 
• Focus group and questionnaire feedback  
• Academic assessment results  
• Bursary and disciplinary appeals  
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There are separate procedures for: 

• Those wishing to feedback (comment, compliment or make suggestions) on our 
services. They should use the RACC feedback systems found on the College website 
(www.racc.ac.uk), at reception (feedback cards) or by emailing feedback@racc.ac.uk. 

• Learners wishing to appeal against academic assessment outcomes should use the 
College Assessment Policy and Procedure  ‘Appeals against Internal Assessment of 
Work for External Qualifications’; 

• Staff wishing to complain about any aspect of their employment should use the 
Employee Grievance Policy and Procedure; 

• Learners wishing to complain about a bursary decision should use the Bursary Policy 
and Procedures.  

 

Roles and responsibilities 

• The Learner Feedback Administrator receives all complaints and is responsible for 
logging and monitoring the complaints in accordance with the procedures below. 

• All College staff (including tutors and business support staff) have a responsibility for 
handling complaints, advising complainants, treating them seriously and dealing with 
them appropriately.  

• College managers and Heads of School have a responsibility to take a lead role in 
resolving complaints, through investigation (when appropriate), responding to the 
complainant considerately and putting in place actions to prevent reoccurrence. 

• The College Principal is responsible for resolving complaints that have reached the 
appeals stage.  

V. Confidentiality 

All complaints will be handled sensitively and with discretion.  If a learner makes a complaint 
against a member of staff, that member of staff may be informed about the substance of the 
complaint so that they are in a position to make a response. If, in exceptional circumstances 
and for justifiable reasons, a complainant wishes to remain anonymous from the individual 
about whom the complaint is made, this may be considered, for example in cases of 
harassment. 

The College does not encourage anonymous or malicious complaints, however all complaints, 
and negative comments given anonymously, however they are made, will be taken seriously 
and investigated.  

http://www.racc.ac.uk/
mailto:feedback@racc.ac.uk
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