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STUDENT COMPLAINTS PROCEDURE
1. Purpose
1.1
At City Lit, we provide an efficient and responsive service to our students and to the wider community we are serving.  This procedure explains how you, as a City Lit student, can make a complaint if you feel our services have fallen below the standard which you expect of us. 

2.
How you can make a complaint 

2.1
It should be possible to resolve most complaints informally.  In the first instance you should speak to your tutor, the member of staff dealing with the matter, or the department enquiry desk on the first floor and explain the problem.  The member of staff may be able to deal with the situation immediately.  
If you should prefer to put your complaint in writing, or the matter cannot be resolved immediately, you can:

· fill in the ‘tell us what you think’ form, available at reception, the student lounges, the departmental enquiry desk and the library 

· email learnerfeedback@citylit.ac.uk
· post your feedback on: http://www.citylit.ac.uk/about/Tell_us_what_you_think
· write to: 

Quality team, City Lit, Keeley Street, Covent Garden, London, 
WC2B 4BA.

Please do approach staff at reception if you need assistance with completing the form or if you prefer to make a verbal complaint. You can also receive large print forms at reception. If you are Deaf or hard of hearing and require an interpreter, please let reception know. 

3.
How we will deal with complaints

3.1 Upon receipt of your complaint, we will:

· send you an acknowledgement within five working days of   receiving your complaint

· investigate your complaint
· send you a full response within either 10 or 20 working days  depending on the gravity or complexity of the complaint.
If you require a verbal response, please let us know. 

3.2
We will make sure that all complaints are dealt with fairly, quickly, sympathetically and in confidence. 
3.3
All complaints are treated seriously.

3.4
All complaints are monitored and monitoring reports are regularly provided for our Quality Committee and Governing Body. Student feedback is an integral aspect of our quality assurance monitoring. 

4.
Appeal

4.1
If you are dissatisfied after having followed the above procedure, you should respond to the Deputy Principal. You should explain the reasons for your dissatisfaction and any action you would like us to take. 

Please respond to: 

Nick Moore, Deputy Principal, City Lit, Keeley Street, Covent Garden, London, WC2B 4BA, nick.moore@citylit.ac.uk.

The Deputy Principal will: 

· send you an acknowledgement within five working days of receiving your letter.
· investigate your complaint, and review the way in which your complaint has been dealt with.
· send a response to you within ten to twenty working days, again depending on the gravity or complexity of your complaint. 
The Deputy Principal’s response will include any conclusions drawn from the investigation and review. If the response concludes that your appeal was not justified, we will give you the reasons for the conclusions reached.  

We may conclude that your appeal was not justified, either because we think your complaint was not justified, or because sufficient steps have been taken in response to your complaint. 
Your statutory rights are not affected.
5. Appeal 
5.1 If you are dissatisfied with City Lit’s conclusive response to your appeal, you can appeal to the Skills Funding Agency. Please request details on their appeals procedure from:  
Quality team, City Lit, Keeley Street, Covent Garden, London, WC2B 4BA.
6. 
Improvements in response to your feedback
If you would like to find out more about changes that we have made in response to student feedback, please visit our website http://www.citylit.ac.uk/about/You_said,_we_did.
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speak to your tutor or departmental staff 
or

· speak to reception staff 

· complete a ‘tell us what you think’ form 
· email learnerfeedback@citylit.ac.uk
· complete the ‘tell us what you think’ form on the website

· send a letter to us 

	Please speak to us if you need help making a complaint! 


· send a letter to the Deputy Principal

· appeal by speaking to a member of the Quality team


· send appeal to Skills Funding Agency 

Address: 

City Lit, Keeley Street, Covent Garden, London, WC2B 4BA.

learnerfeedback@citylit.ac.uk 

How to make a complaint:





How to appeal (Stage 1):








How to appeal (Stage 2):
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