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Medway Adult and Community Learning Service is committed to delivering provision of the highest quality.  By listening to the views of our users we aim to continue to improve our performance.  MACLS aims to deal with complaints promptly and fairly.  Any action taken as a result of complaints will help improve the quality of the learners’ experience.  

Principles

· there is a clear procedure on how to complain

· any complaint is taken seriously and is answered as well as we can 

· the complaint will be dealt with promptly and courteously

· a full explanation will be given and an apology where we have got something wrong

· we will tell you of action taken to try and prevent the same thing happening again

· there is an appeals process if you are unhappy with our response or how your complaint has been handled

· if the complaint cannot be resolved through our processes than you may refer the issue to Medway Council

MACLS operates a four level complaints procedure.  You may enter your complaint at the level you feel is most suited.  The majority of complaints that the Service receive are dealt within levels 1 and 2.

Level 1: talk to your tutor - a quiet word at a convenient time may easily sort out a problem or two

Level 2: complete a Comment, Compliment or Complaints (CCC) form.  This form will be sent on to the Head of Service who will decide who would be best to investigate and reply.

Level 3: write to the Head of Service if your complaint is of a serious or confidential nature, who will then decide who would be best to investigate and reply.

Level 4: if your complaint is of a serious or confidential nature, or concerns a member of the senior leadership team then it should be addressed to Tricia Palmer, Assistant Director, Business Support

Appeals: if you are unhappy with how your complaint has been dealt with you have the opportunity to appeal to the Chief Executive’s Complaints Office (ceco@medway.gov.uk), telephone 01634 332456, or by letter to Chief Executive’s Complaints Officer, Gun Wharf, Chatham, Kent ME4 4TR.

	Level 1: Speak to your tutor

	If your complaint or concern directly relates to your learning experience speak to your tutor in the first instance. An honest conversation about the problem could lead to quick and satisfactory end result.


	Your tutor may keep a record of your complaint and any action taken as a result of your discussion.



	Level 2: Complete a CCC form

	These yellow forms are easily available at all adult education centres.  This simple form can carry a comment, compliment or complaint to the management team of the Service.

It can be completed anonymously, as an individual or as a group.

You may prefer to write a letter in which case address the letter to the Head of Service.


	Completed CCC forms or letters are all sent to the Head of Service who will decide who will look into your complaint.  At this stage you will receive a letter acknowledging your complaint within three working days of receipt, giving the name of the Officer who will be dealing with the complaint and telling you when you can expect a full reply.

We will try to deal with your complaint in full within 10 working days of receiving it.

We may phone you to get more information to help us investigate in full.

Our response to your anonymous complaint may be publicly displayed with the action taken by us shown.  This is in order to show our commitment to continuous improvement.



	Level 3: Complaint to the Head of Service

	If you feel your complaint is particularly serious, or if you have been unhappy with the way your compliant has been dealt with so far, or if your complaint is about a member of the management team you may wish to write directly to the Head of Service.  


	Upon receipt of your complaint the Head of Service will write to let you know who will be dealing with your complaint within 3 working days of receiving your complaint and when you can expect a reply. 

We will try to deal with your complaint in full within 10 working days of receiving it.



	Level 4: Assistant Director, Business Support

	If your complaint is serious or concerns a senior member of staff you may write to the Assistant Director, Business Support


	Upon receipt of your complaint the Assistant Director will write to acknowledge your complaint within 3 working days of receiving your complaint and when you can expect a reply. 

The Assistant Director will try to deal with your complaint in full within 10 working days of receiving it.



	Appeals Process

	If you are still unhappy with what we have done to deal with your complaint you can write to the Chief Executive’s Complaints Officer who will fully review your complaint.  However, you must make it clear why you do not think your compliant has not been dealt with properly.  

We aim to complete all appeals within 10 working days.  The Council will let you know if it is going to take longer to review your complaint.
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