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	The College is committed to providing high quality services and the Governing Board recognise that a positive approach to complaints is essential to providing good customer care.  Therefore the Governing Board will take all complaints seriously, will learn from any complaints received and make changes, where this is both practical and improves the governance of the College.


1.
Purpose

To enable students, visitors and other interested parties to express concerns about any aspect of the Governing Board. 

2.
Scope

The Governing Board.  Note a separate procedure exists for complaints against the College, its staff or services.

3.
Complaints against the Governing Board

Procedure 

















*Note: Working days are from

the date the College received the 

complaint

a)
A complaint against the Corporation, any member of the Corporation or the Clerk to the Corporation may be made by an individual, business or an organisation.

b)
Complaints of this nature should be addressed to:



The Clerk to the Corporation



Burnley College



Shorey Bank



Ormerod Road



Burnley 



BB11 2RX

c)
The complainant must state clearly the nature of the complaint and if appropriate provide copies of any related documentation.

d)
The Clerk to the Corporation will acknowledge and investigate the complaint  and endeavour to provide a response within ten working days and if this is not possible will provide the complainant with an interim statement.

e)
The written response from the Clerk to the Corporation will include details of any arrangements for pursuing the matter with an independent body (eg the Secretary of State for Education and Skills, the Learning and Skills Council).

f)
The Clerk to the Corporation will keep the Chair of the Corporation informed of the situation, and will provide the Corporation with a written statement of the nature of the complaint and the response at the first available meeting.  A report shall be circulated to the Governing Board within ten working days of the response of the Clerk to the complainant so that members are aware of the situation.

g)
When carrying out an investigation on a complaint against the Corporation or an individual member of the corporation, the Clerk to the Corporation will have the authority to refer issues to the Corporation`s auditors (external and/or internal) or other appropriate advisors.

h)
A complaint against the Clerk to the Corporation shall be forwarded to the Chair of the Corporation for investigation and response.  Letters for the attention of the Chair to the Corporation should be addressed to: 
The Chair of the Corporation ( at the address identified in b) above).

i)
The approach to be adopted by the Chair of the Corporation in investigating and responding to a complaint against the Clerk to the Corporation will be similar to that outlined above however the Chair will have access to and will be able to liaise with the Principal of the College 

4.
Audit


A sample of complaints (10%) will be considered by the Quality Manager on a termly basis to verify that appropriate action has been taken and that the complaints procedure has been applied correctly.

The Director of Corporate Services will report annually to the Governors, the Senior Management Team and the Quality Committee on the complaints received in the previous twelve months.  The report will analyse trends and recommend actions.
5.
Related Procedures and Documentation

Appendix A
Complaints Form

Created
November 2004

APPENDIX A


COMPLAINTS AGAINST THE CORPORATION FORM

	Date:
	Ref. No:


Name:

………………………………………
Telephone:………………………………….

Address:
……………………………………………………………………………………………….



……………………………………………..   Postcode:
…………………………….....

Course of Study:
……………………………………………………………………………………….


ٱ

Monitoring Information:

To assist in monitoring any complaints we receive we would ask you to complete the following:

Age:

16 - 19 yrs
ٱ
20 - 30 yrs
ٱ
30 - 50 yrs
ٱ
50+ yrs 
ٱ

Gender:
Male

ٱ



Female

ٱ

Ethnicity
Bangladeshi
ٱ

Black African
ٱ

Black Carribean
ٱ



Black Other
ٱ

Chinese
ٱ

Indian


ٱ



Pakistani
ٱ

White

ٱ

Other-Asian

ٱ



Other

ٱ

Not Known
ٱ

Disability:
Hearing Impairment


ٱ

Visual Impairment

ٱ



Learning Difficulty


ٱ

Physical Disability

ٱ



Medical Condition


ٱ




 Written response to be sent to complainant including any proposed corrective actions within 10 working days or alternatively an interim position letter, if this timescale cannot be achieved.








A report of the investigation to be forwarded to members of the Governing Board within 10 days of the written response being sent to the complainant.





Complaints Log





Clerk to the Corporation undertakes formal investigation and advises the Chair of the Corporation throughout proceedings

















Acknowledgement letter sent to complainant within 4 working days





Supporting information retained and stored by Clerk to the Corporation





Outline of Complaint:











Complaint received by Clerk to the Corporation











Quality Manager verifies corrective/preventative actions during internal audits















