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COMPLAINTS PROCEDURE 

 

Stage 1 - Informal Concern/Complaint 

It is preferable, both for the person making the complaint and the one against who the complaint is 
made, that the complaint is taken up at the time of the problem and resolved by the parties 
concerned, informally in the first instance. 
 
There will be occasions, however rare, when a formal procedure is required. Or, if the outcome of 

Stage 1 is unsatisfactory or impractical, the formal complaints procedure will apply. 

 

Stage 2 - Formal Concern/Complaint 

 

• All complaints received in writing will be treated as formal complaints. 
 

• Formal complaints can be made by using the form on college’s website or alternatively any 
written complaints should be directed to the Principal, either by email to 
joy.pipping@aquinas.ac.uk or addressed to the Principal, Aquinas College, Nangreave Road, 
Stockport SK2 6TH.     

 

• The College will acknowledge your formal complaint within 5 working days. 
 

• The Principal will designate a senior member of staff to investigate your complaint. You will 
then be informed in writing of the outcome of the investigation within 15 working days. If 
there is a delay due to the type of investigation that has to take place, you will be informed 
of the reasons and of the progress made and the likely date you should receive a full written 
outcome. 
 

• For all students with learning difficulties and/or disabilities, the college is happy for someone 
else to make a complaint on their behalf if they have asked them to do so.  Such students 
requiring help with a complaint may be able to get advice from Skill:  The National Bureau 
for Students with Disabilities (telephone 0800 328 5050). 

 

Appeal 

If you are not satisfied with the College’s response/solution offered you may appeal to the Principal, 

in writing, within 10 working days. The Principal will then investigate the complaint personally, make 

a final decision on the appeal and he/she will provide a written response within 15 working days of 

the appeal being received.  

In the event that the Principal has been personally involved with the investigation of the original 

complaint, then the appeal should instead be directed to the Chair of the Governors to whom any 

appeal, which, in the opinion of the complainant has not been dealt with to their satisfaction, should 

also be directed. 
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Such appeals will be duly investigated and considered and a written response will be sent to the 

person raising the concern within 15 working days. 

All Notices of Appeal should be addressed to the College marked Private and Confidential and for 

the attention of the Principal or The Chair of the Governors, as appropriate.  

Where the complainant is still not satisfied they may refer the matter to the Department for 

Education (DfE) or Education & Skills Funding Agency (ESFA).  Anyone considering making a 

complaint to the DfE or ESFA should be advised that these government bodies will not normally 

consider a complaint unless the College procedure has been exhausted.  

Monitoring 

All complaints, informal and formal will be logged and an annual analysis of concerns/complaints will 

be monitored by the Corporation. 




