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Complaints Policy 

 
This Policy relates to  

 

• Apprenticeships 

 

• Further Education (FE and Part Time Courses) 

 

• Higher Education 

 

• Application and Admissions Services Complaints 

 

• Commercial Services Complaints 

 

• Data Protection Complaints 

 

 
 
 
 
If you require advice: please contact the College Complaints Officer, via email  

 

YourVoice@coastland.ac.uk  

 
 

  

mailto:Your
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1. Introduction 

 
1.1.1 Coastland College is committed to continually improving services by listening, and 

responding, to views of students and service users. On a day-to-day basis, we have 

processes in place to collect, address and learn from student and service user views and 

concerns, through our informal and formal student and customer feedback processes. 

 

1.1.2 This Complaint Policy and Procedures addresses how to make a complaint where you 

are dissatisfied with our services, or we have got things wrong. It provides a route by which 

complaints may be made to us by applicants, further education and higher education 

students, commercial services clients, and members of the public, so that a prompt and 

effective response may be made to remedy complaints raised with us.  

 
1.1.3 The policy and procedure sets out our approach to responding to complaints about 

services offered by the College in a fair, transparent, consistent, accessible, and inclusive 

manner. 

 
1.1.4 It is our obligation under UK Consumer Law to investigate and respond to all 

complaints effectively. We ensure that complaint outcomes and remedies put in place are 

monitored carefully, through our formal College governance committees and procedures, to 

continually improve our services for students and commercial service users.   

 
1.1.5 Some sections of the Compliant Policy and Procedures, including where applicable 

referral to the Office for the Independent Adjudicator (OIA), apply only to Higher Education 

students.  

 
 

1.2 Reasons for the Complaint Policy and Procedures 

 
1.2.1 The Complaints Policy and Procedures sets out the College commitment to ensuring 

that:  

 

• The process to make a complaint is accessible and as easy as possible to follow;  

• It is clear who you can contact for advice on the complaint process and also impartial 

advice and support;  

• Complaints about any aspect of our service are responded to consistently, with 

provision of prompt, proportionate and effective remedies to complaint matters where 

we have got things wrong; 

• Appropriate confidentiality and impartiality are maintained in our investigations of 

complaint matters, ensuring that no one is discouraged or disadvantaged in making a 

complaint to us; 

• Information is provided about how your complaint will be resolved;  

• You have the appropriate advice and information on what to do if you are not 

satisfied with how the outcome of your complaint to the College, or how the College 

addressed your complaint; 

• We meet our Student Terms and Conditions, Student Charter, and commercial 

service obligations; 
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• That we learn from complaints and we use them to improve our services through our 

college monitoring and governance systems; 

• College complaint policy and processes operate effectively, at all times, without 

prejudice or bias; 

• Signposting to an awarding body and/ or appropriate external body, where required is 

clear.  If you are dissatisfied with our response to your complaint, we provide 

information so that you will know who to contact to pursue this with an appropriate 

external party;  

• We meet our Consumer Law and Equality Act 2010 obligations.  

 

 

1.3 Complaint Policy and Procedures Scope – who are the Policy 

and Procedures for? 

 
The Compliant Policy and Procedures are designed for use by: 

 
All Students (FE, HE, Apprentices, Part Time and Adult Learners) 

 
1.3.1 The Complaints Policy and Procedures can be used by all enrolled students following 

Higher Education, Further Education, Apprenticeships and part-time courses.  

 

1.3.2 Graduates of our courses, or students leaving their course, may complain to us within 

6 months of course completion or date of leaving.  

 
Applicants 

 
1.3.3. The Complaints Policy and Procedure may also be used by applicants to courses  

offered by the college dissatisfied with any aspect of our admissions services. Sections 1.4.5 

and 1.4.6 of the policy and procedures apply.   

 

Employers and Commercial Service Users 

 

1.3.4 Employers and college commercial service users who are dissatisfied with our services 

can use these procedures.  Section 10 of the policy and procedures apply.  

 

Visitors to the College and Members of the Public 

 
1.3.5 Members of the public and visitors to the College may can use these procedures. 

Appendix A of the policy and procedures apply. 

 

1.3.6 If you have any complaints or concerns regarding safety of young people or vulnerable 

adults, please report these immediately to the College Designated Safeguarding Lead and 

Child Protection Officers.  

 

Please refer to Safeguarding Policy for current contact details. 

 

https://www.kmc.ac.uk/college/quick-links/policies/
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1.3.7 If there are immediate safeguarding concerns reported through the complaint’s 

procedure, these will be reported to the Designated Safeguarding Lead in fulfilment of the 

College’s statutory duty, Keeping Children Safe in Education. 

 
 

1.4 What is a Complaint? 

 
Student Complaints 

 
1.4.1 For Higher Education and Further Education students, and all students following part-

time courses, we adopt the definition used by the Office of the Independent Adjudicator 

(OIA) that a complaint is: 

 

An expression of dissatisfaction by one or more students about something the College has 

done or not done, or about the standard of service provided by, or on, the College’s behalf. 

 
1.4.2 A complaint can be about any aspect of student life including, but not limited to: 
 

• teaching and learning 

• assessments 

• the behaviour of other students  

• the behaviour of staff members 

• bullying and harassment 

• facilities 

• equipment 

• support 

• advice and accommodation services whether delivered directly by the College or by 

another person or organisation on our behalf 

 
1.4.3 For advice on how to submit a complaint please refer to Appendix A. 

 
1.4.4 If you are a student and wish to request a review of a Board of Examiners decision 

(e.g. a module grade or course result) please refer to the College’s Academic Appeal 

Policies and Procedures: 

 
Further Education Students 

Higher Education Students 

 

Admissions Complaints 

1.4.5 If you have applied for courses offered by the College and are dissatisfied with any 

aspect of our applicant and admission services and /or advice we will investigate your 

complaint using the Complaint Policy and Procedures.  

 
1.4.6 Admission Complaints are considered on one or more the following grounds: 

• There is evidence of a material or administrative error in arriving at the decision; 

• The FE Admissions Policy and procedures were not followed, in a manner that could 

have resulted in a different decision if it had been properly followed; 

https://www.gov.uk/government/publications/keeping-children-safe-in-education--2
https://moodle.kmc.ac.uk/course/view.php?id=14&section=3#section-3
https://moodle.kmc.ac.uk/course/view.php?id=14&section=3#section-3
https://www.kmc.ac.uk/college/quick-links/higher-education-policies/
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• The HE Admissions Policy and procedures were not followed, in a manner that could 

have resulted in a different decision if it had been properly followed; 

• The HE Admissions decision failed to take into account all qualifications held by the 

applicant, for which certificated evidence was supplied or has subsequently been 

provided; 

• If applicable, the Recognition of Prior Learning Policy and Procedures were not 

followed, in a manner that could have resulted in a different decision if it had been 

properly followed. 

 
Further Education Students 

Higher Education Students 

 
Employers and Commercial Service Users  

 
1.4.7 For employers and commercial service users who are dissatisfied with College 
services and contract delivery, we will investigate your complaint via the Complaints Policy 
and procedure.  
 
Visitors and Members of the Public 

 
1.4.8 We are committed to investigating complaints which may include but are not limited to, 

staff or student behaviour, site and building accessibility, and events held on College 

premises.  

 
General Considerations 

 
1.4.9 The Complaints Policy and Procedure for Further Education complaints is informed by 

the Complaints about post-16 education and training provision funded by DfE - GOV.UK 

 

The Complaints Policy and Procedure for Higher Education complaints is informed by the 

Quality Assurance Agency (QAA), UK Quality Code Quality Code (qaa.ac.uk), Competition 

and Markets Authority Guidance for compliance with Consumer Law  and the protection of 

student interests, and the Office of Independent Adjudicator’s (OIA) Good Practice 

Framework for Handling Complaints and Academic Appeals  Good Practice Framework - 

Handling complaints and academic appeals - OIAHE. 

 
1.4.10 In operating the Complaints Policy and Procedure there are a number of factors 

which may affect the way in which we respond to the complaint and timescales indicated in 

the procedures.  

 
This includes, but is not limited to: 

 

• Where the issue raised is significantly affecting the student’s mental health and 

wellbeing or where a student is very distressed;  

• Complaints relating to ongoing disability support;  

• Cases where delay may cause significant difficulties regarding the student’s visa 

status;  

• Issues of serious and repeated service failure and/or significant delay;  

https://moodle.kmc.ac.uk/course/view.php?id=14&section=3#section-3
https://www.kmc.ac.uk/college/quick-links/higher-education-policies/
https://www.gov.uk/government/publications/complaints-about-post-16-education-and-training-provision-funded-by-dfe
https://www.qaa.ac.uk/the-quality-code
https://www.gov.uk/government/collections/cma-consumer-enforcement-guidance
https://www.gov.uk/government/collections/cma-consumer-enforcement-guidance
https://www.oiahe.org.uk/resources-and-publications/good-practice-framework/handling-complaints-and-academic-appeals/
https://www.oiahe.org.uk/resources-and-publications/good-practice-framework/handling-complaints-and-academic-appeals/
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• Issues of a sensitive nature where specialist support maybe required for a students’ 

health and wellbeing; 

 

• Issues which require police investigation, due their possible criminal nature, and 

which may have a safeguarding implication for a student or the College community.  

 

In these instances, the College may report the matter to the police directly where a 

threat to safety is imminent or support a student to report the matter to the police 

where it is appropriate to do so.   

 
The Safeguarding and Prevent Policy and Procedures refers. In this instance the 

College may suspend investigation pending the outcome of any legal action. 

  

• Complaint investigation will be paused until any ongoing legal action related to the 

complaint matters is concluded.  

 

 

1.5 Possible Complaint Outcomes 

 
1.5.1 A complaint following either early resolution or investigation by the College, may be: 

• Upheld and remedy determined:  complaint issues are deemed justified, on the 

balance of probability following investigation, and a remedy to the complaint 

determined and communicated, to mitigate the complaint.  

 

• Partially upheld: some complaint issues were deemed justified on the balance of 

probability.  

 

• Not Upheld: complaint issues not evidenced, and not upheld on the balance of 

probability and a report made available. 

 

• Referred for alternative action for example matters including but not limited to the 

Academic Appeals Policy and Procedure, and the Safeguarding and Prevent Policy 

and Procedures. 

 

• Deferred for consideration, where the complaint matter is the subject of an ongoing 

legal action which needs to be completed before the College can consider the 

complaint.  

 
 

1.6 Timescales for Complaint Investigation and Resolution 

 
1.6.1 The College seeks to complete and resolve complaints within a maximum of 90 

calendar days, for all stages of the complaint process. Where there may be an impact on 

investigation timescales this is communicated with clear advice on expected timescale for 

completion.  

 

https://www.kmc.ac.uk/college/quick-links/policies/
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1.7 Group Complaints 

 
1.7.1 Where a complaint issue affects group of students a complaint may be submitted by 

the affected group. This may include but is not limited to, failure by the College to deliver a 

course component to a year group where the outcome affects all students within the group.  

 

1.8 Advocates 

 
1.81.1 A student may wish to appoint an advocate to manage their complaint for health or 

other reasons. This is in addition to a friend or other designated person who can accompany 

the student to meetings to provide personal support.  

 

1.8.2 Higher Education and Further Education (aged 18+) students will be asked to confirm 

with us the name and contact information of a nominated advocate to speak on their behalf 

and correspond with the College on a complaint matter. We will ask you to provide 

permission in writing for us to correspond and talk with your nominee about your complaint.  

 

1.8.3 For students under 18 years old parents / next of kin are kept informed of all stages of 

the process.  

 

1.9 Anonymous Complaints 

 
1.9.1 Complaints require investigation to enable resolution; where a complaint is made 

anonymously, it may not be possible to undertake such an investigation to resolve the 

complaint issues raised. 

 

1.9.2 The College will take action or investigate a matter on the basis of a complaint made 

anonymously, including but not limited to where there is a safeguarding issue or a serious 

and or sensitive concern is raised.  

 

1.10 Vexatious or Malicious Complaints 

 
1.10.1 The College may not take action on a complaint found to be vexatious or malicious 

through investigation. The College may follow appropriate disciplinary procedures where a 

complaint by a member of the college community, following investigation, is found to be 

vexatious or malicious. 

 

1.11 Governance and Monitoring of Complaints: Improving Services 

for Students and Customers  

 
1.11.1 The College has comprehensive monitoring and governance structures to assure the 

effectiveness of the operation of the Complaint Policy and Procedures and to monitor 

outcomes.  

 



 

10 
Complaints Policy 

1.11.2 This includes the regular reporting and analysis of complaint incidence and nature, 

and a confidential annual report to the Senior Leadership Team, Academic Board and to the 

Governors’ Quality and Students Committee.  

 
1.11.3 Monitoring information is provided the incidence of complaints, their nature, outcome, 

and remedy. Equality monitoring of all protected characteristics (Equality Act 2010) is 

provided for complaint incidence and analysis. Care is taken that no individuals are identified 

in the reporting process.  

 

1.11.4 The College also submits reports that are required by external, regulatory, and 

awarding bodies which may include the incidence, nature, and outcomes of complaints.  

 
 

2. Complaints Procedures  

 

2.1 College Complaint Investigations and Resolution  

 
Stage 1 - Early Resolution and Informal Stage 

2.1.1 Early resolution is designed to address straightforward complaint issues quickly and 

locally, for example to remedy a shortfall in service level, before a student, employer or 

service user makes a formal complaint.  

 

2.1.2 The College recognises that there may be circumstances in which you consider that 

you cannot approach an individual concerned with a complaint matter. In such cases you 

may seek help from someone else, such as the Student Welfare Team and, if you wish and 

with your consent, they will help you to do this if it will assist to remedy complaint.  

 

2.1.3 The College Complaints Officer will monitor the informal stage process. This early 

resolution facility is available to all submitting a complaint but it is not a compulsory stage of 

the complaint procedure. It is not appropriate in sensitive or serious cases, for example but 

not limited to harassment, and repeat service failure over time.  

 

2.1.4 Informal resolution might include, for example, face-to-face discussion to explain a 

decision or asking an appropriate member of staff to remedy the complaint issue. The 

outcome will be communicated in writing and monitored by the College Complaints Officer.  

 

Stage 2 - Formal Stage and Investigation 

2.2.1 In order for your complaint to be effectively and thoroughly considered, it is 

recommended that your complaint is submitted in writing and addressed to the College 

Complaints Officer.  

 

2.2.2 Where a formal complaint is made verbally, the College Complaints Officer will provide 

you with a written summary of your complaint. You will be asked to agree the content, 

together with providing additional supporting information at this point. 

 



 

11 
Complaints Policy 

2.2.3 The Complaints Officer, or their nominee, will acknowledge receipt in writing of your 

formal complaint within 10 working days and let you know who will be investigating it. This is 

normally by email. 

 

2.2.4 Written communication will include your details, the details of the complaint, the 

remedy sought to the complaint, together with inclusion of a summary of any supporting 

information provided. 

 

2.2.5 You will be requested to advise the College Complaints Officer of any details of 

whether the matter has been raised informally and why you remain dissatisfied.  

 

2.2.6 The Complaints Officer, or their nominee, will identify an appropriate person to 

investigate the complaint (known as the Investigating Officer). This will normally be a senior 

person within the College Leadership Team, who is impartial. No member of staff any  

person who is the subject, or who has a direct personal interest in the outcome of the 

complaint will be included in the investigation. 

 

2.2.7 The Investigating Officer will be provided with a copy of the original complaint and the 

date by which the complaint must be responded to.   

 

2.2.8 All complaints are considered with confidentiality allowing for formal consultation with 

appropriate persons required to investigate the complaint.  

 
2.2.9 The Investigating Officer will gather evidence to evaluate the probability of the 

justification of the complaint, interviewing you and those complained about, as necessary. 

The standard of evidence required is the balance of probability of the complaint issue being 

confirmed.  

 
2.2.10 If it is necessary to meet with you regarding the complaint that you have made, you 

can choose to be accompanied by an advocate, and a friend or colleague for personal 

support. The Investigating Officer may also be accompanied by an administrative member of 

staff during interviews to ensure that accurate notes or statements are recorded. 

 
2.2.11 The Investigating Officer will, within 10 working days of their receipt of the complaint, 

provide to the Complaints Officer a written report of their findings and recommendations for 

any action to be taken in response to the complaint. 

 
2.2.12 If the Investigating Officer cannot meet the 10-working day target, i.e. due to 

unexpected events such as closure of the Campus due to bad weather, they must provide 

an interim report to you and the Complaints Officer setting out the reasons for this delay and 

the expected date by which the final report will be available to the Complaints Officer. The 

Complaints Officer and Senior Leaders monitor this process.  

 
2.2.13 The Complaints Officer will review the final report to ensure that the procedure has 

been followed; that there has been an objective consideration of the evidence; that the 

reasons for the conclusion and recommendations are clear.  
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2.2.14 A written response will be issued to you within 5 working days of the Complaints 

Officer receiving the report. If this deadline cannot be achieved, the reasons for the delay will 

be communicated to you together with an expected date for delivery of the response.  

 
2.2.15 If the Complaints Officer is not satisfied that the matter has been investigated fully 

and fairly, in accordance with the procedure, a further investigation will be undertaken. 

 

2.2.16 The decision will provide information about the: 

 

• right to take the complaint to the review stage;  

• grounds which need to be satisfied for the review to take place; 

• time limit for taking it to the review stage; 

• appropriate review procedure with a direct link to further information; 

• where and how to access impartial support. 

 

2.3 Bournemouth University HE Programmes (franchised and validated) 

 

Section 74.4 of the 11F - Student Complaints: Policy and Procedure (copy available 

upon request) 

 

From 01/09/2015 consideration of both academic and non-academic complaints from 

students studying towards a BU award at a Partner organisation are coordinated by the 

University.  

 

Any such complaints should be addressed to the Link Faculty. 

 

2.4 University of Plymouth HE Programmes (franchised and validated) 

 

For HE students who are enrolled on a programme with the University of Plymouth, this 

policy may be used to resolve any straight forward complaints that may arise (i.e. resources, 

facilities etc.) 

 

Stage 2 complaints will need to follow the University’s Student Complaints Policy; further 

information can be found here: 

 

Making a complaint - University of Plymouth 

 

Or by contacting them directly via email complaints@plymouth.ac.uk 

 
 
 
 
 
 
 
 
 

https://www.plymouth.ac.uk/student-life/your-studies/essential-information/complaints-appeals/make-complaint
mailto:complaints@plymouth.ac.uk
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3. Awarding Body and / or Regulator Investigation 

and Review of Complaints 

 
3.1 Stage 3 – Review of Complaint Outcomes for Further Education (FE) and 

Apprenticeship Students  

 

If your complaint is not resolved under Stage 2 - Formal Stage of College procedures you 

may, within 10 working days of the date you received the response to your complaint, 

request a review.  

 
You will need to demonstrate that: 

 

• The original complaint was not fully or fairly investigated, or; 

• Reasons were not given for the outcome of the complaint, or; 

• The complaints procedure was not followed, or; 

• Fresh evidence, which was not available during the original investigation, has 

become available. 

 
No new grounds of complaint may be raised but you may submit further evidence in support 

of your case.  

 

Your request must be made in writing to the Principal, who will consider if there are grounds 

for review. 

 

If you remain dissatisfied with the way in which the College has dealt with your FE complaint, 

and the complaint has been reviewed at Stage 3, you may refer your complaint, in writing, to 

the following team: 

 
Customer Service Team 
Department of Education 
Cheylesmore House 
Quinton Road 
Coventry 
CV1 2WT  
 
You can also submit a complaint via the Department of Education Portal: 

 

DfE Customer Help Portal Education 

 

Or by Telephoning the DfE Helpline: 

0370 000 2288 

Monday to Friday, 09:00am – 17:30pm 

 

Further guidance can be found here: 

 

Gov.UK Complain about Further Education and Apprenticeships 

 

Complaints about post-16 education and training provision funded by DfE - GOV.UK 

https://customerhelpportal.education.gov.uk/
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/government/publications/complaints-about-post-16-education-and-training-provision-funded-by-dfe/complaints-about-post-16-education-and-training-provision-funded-by-dfe
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3.2 Stage 3 - External Appeals and Review by Awarding Bodies for Further Education 

and Apprenticeship Student Complaints 

 

The College works with a range of Awarding Bodies across the curriculum provision, each of 

whom have they own procedures for making complaints when the complainant has 

exhausted the College’s procedures. 

 

As such, the College’s Complaints Officer is available to provide further guidance on how to 

contact Awarding Bodies and what individual processes should be followed.  

 

3.3 Stage 3 - Review by Awarding Bodies for Higher Education (HE) Student 

Complaints (including HND / HNC Qualifications) 

 

Higher Education awarding bodies are able to review higher education student complaints 

under university regulations and complaints policies and procedures. You will need to check 

the procedure and timescale for complaint submission. The College Complaints Officer will 

be able to provide you with this information.  

 

3.4 Bournemouth University  

 
Section 7.4 of the 11F Bournemouth University (BU) 

Student Complaints: Policy and Procedure (copy available upon request). 

 

From 01/09/2015 consideration of both academic and non-academic complaints from 

students studying towards a BU award at a Partner will be coordinated by the University.  

Any such complaints should be addressed to the Link Faculty. 

 

3.5 University of Plymouth 

 

For HE students who are enrolled on a programme with the University of Plymouth, this 

policy may be used to resolve any straight forward complaints that may arise (i.e. resources, 

facilities etc.) 

 

Stage 2 complaints will need to follow the University’s Student Complaints Policy; further 

information can be found here: 

 

Making a complaint - University of Plymouth 

 

Or by contacting them directly via email complaints@plymouth.ac.uk 

 

 

 

 

 

 

https://www.plymouth.ac.uk/student-life/your-studies/essential-information/complaints-appeals/make-complaint
mailto:complaints@plymouth.ac.uk
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4. HE STUDENTS - OFFICE OF THE INDEPENDENT 

ADJUDICATOR (OIA) 

 
If you remain dissatisfied after completing the HE awarding body and complaints 

procedures, you may be able to contact the Office of the Independent Adjudicator for Higher 

Education for review. 

 

Office of the Independent Adjudicator for Higher Education - OIAHE 
 

Further information on eligibility for review and how to contact the OIA can be found here: 

 
OIA - Contact Us 

 
In order to seek review of a compliant decision by the OIA, you will require a completion of 

procedures letter.  

 

The College Complaints Officer will be able to advise you on the production of the 

completion of procedures letter. This letter states that all College and awarding body review 

procedures are complete and a final outcome has been communicated to you. 

  

The OIA requires that requests for review are submitted within 12 months of the final 

decision being communicated to you. This is normally 12 months from the date on the 

completion of procedures letter. 

 
The OIA also publishes criteria for eligibility and advice for OIA review. 
 
Advice can be obtained from the College Complaints Officer and your awarding body. 
 
 

5. Commercial Activity and Employer Complaints 

 
5.1 Complaints made by users of a related academic or non-academic services provided 

by the College, will be managed by the College Complaints Officer. 

 

5.2 The Complaints Officer, or their nominee, will respond to your complaint within 10 

working days of receipt. The response will either be a full reply to your complaint by the 

Complaints Officer, or the nominee, or will advise who will be responding to your concerns 

and when. This may be by email. 

 

5.3 If the nature of your complaint requires an investigation, the Complaints Officer, or their 

nominee, will identify an appropriate person to investigate the complaint. This will normally 

be a senior person within the College Management Team.  

 

5.4 The complaint is not investigated by any person who is the subject, or who has a                                 

direct personal interest in the outcome, of the complaint. You will receive progress reports 

every 10 working days until the conclusion of the investigation. 

https://www.oiahe.org.uk/
https://www.oiahe.org.uk/contact-us/
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5.5 The Investigating Officer will be provided with a copy of the original complaint and the 

date by which the complaint must be responded to.   

 

5.6 All complaints will be considered with the highest level of confidentiality that can be 

maintained whilst still allowing for consultation with appropriate persons required to 

investigate the complaint.  

 

5.7 If you are unhappy with the reply that you receive, you can then inform the   

Complaints Officer who will refer your complaint to Senior Leadership Team or the Principal. 

 
 

6. Data Protection Complaints (GDPR) 

As per ICO guidance and outlined in the Data Protection Policies and Notices, the College is 

committed to dealing with data protection complaints. 

 

As part of this, the College will 

 

• acknowledge receipt of complaints within 30 days of receiving them; please note that 

the 30 days’ timeframe starts the day after the complaint is received; 

 

• without undue delay, take appropriate steps to respond to complaints, including 

making appropriate enquiries, and keep complainants informed; and 

 

• without undue delay, tell complainants the outcome of their complaints. 

 

Complaints regarding Data Protection can be submitted via the email address  

 

YourVoice@coastland.ac.uk 

 

Please note:  

 

• If you are submitting a complaint on behalf of another person, we will need to verify 

that you have their authority to do so. We may ask for a signed letter of authority, 

power of attorney, or other appropriate evidence before we can investigate; 

 

• If you submit a data protection complaint as part of a wider complaint, the data 

protection complaint may be dealt with separately to ensure we meet our data 

protection obligations. 

 

If you are not satisfied with our response, you have the right to complain to the Information 

Commissioner’s Office (ICO), the UK supervisory authority for data protection issues. You 

can contact the ICO using the details below: 

 

Website: ICO          Telephone: 0303 123 1113 

mailto:YourVoice@coastland.ac.uk
https://ico.org.uk/
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7. Data Recording and Retention 

 
7.1 Complaint information (details of the submission and personal details of the person 

or company making the submission) is entered onto the confidential database. The 

Complaints Officer manages the database which has secure and restricted access, to allow 

for trends to be identified and acted upon.  

  

7.2 Copies of all submissions and responses are kept in date order in an active and an 

archive file.  Once a complaint has been responded to, it will be securely archived (until such 

time as someone appeals if applicable). 

 

7.3 Copies of all complaint’s correspondence are confidentially and securely archived for a 

minimum of three years, and then securely destroyed. 

 
7.4 All data is kept securely in accordance with the General Data Protection Regulation Act 

2018 and the College’s Data Protection Policy. 

 

8. Related Policies 

 
8.1 College Policies and Procedures: 
 

Safeguarding Policy 

 

Equality Policy 

 

Anti-bullying and Harassment Policy 

 

Whistleblowing Policy 

 

HE Regulations  

 

HE Academic Appeals Policy and Procedures  

 

HE Student Terms and Conditions 
  

https://www.kmc.ac.uk/college/quick-links/policies/
https://www.kmc.ac.uk/college/quick-links/policies/
https://www.kmc.ac.uk/college/quick-links/policies/
https://www.kmc.ac.uk/college/quick-links/policies/
https://www.kmc.ac.uk/college/quick-links/policies/
https://www.kmc.ac.uk/college/quick-links/policies/
https://www.kmc.ac.uk/college/quick-links/higher-education-policies/
https://www.kmc.ac.uk/college/quick-links/higher-education-policies/
https://www.kmc.ac.uk/college/quick-links/higher-education-policies/
https://www.kmc.ac.uk/college/quick-links/higher-education-policies/
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     Equality Policy – Appendix A 

Equality Analysis 

Name of Policy: Complaints Policy 
 

Person Responsible: Assistant Principal - Student Life and Wellbeing 
College Complaints Officer 

Date of Analysis: October 2025 
 

 
1: Identify aims of the activity  

What is the purpose of the policy and who is intended to benefit? 
 

The purpose of the Policy is to provide clarity and transparency regarding the procedures relating to the 
handling of complaints. It is intended to benefit Students - FE, HE, Apprenticeships, Full-time Part-Time 
and Adult Students; Employers - Apprenticeship and Work Experience / Industry Placements 
Commercial Service Users, Visitors and Members of the Public 

 

2: Assess likely impact 

How might this policy have an impact on staff, visitors or students in terms of disability, age, race, 

gender, religious belief, trans-identity, sexuality? 

 Positive Impact  No Impact  Negative Impact 

 

If you have identified negative impacts, you need to revise your activity to ensure that you are not 

disadvantaging any group on the grounds of disability, age, race, gender, religious belief, trans-

identity, sexuality. 

If you have identified positive impacts or no impact, please explain your decision 

Will provide clarity regarding the process for making a complaint and how the College responds and 
investigates complaints. 
 

 

3: Checklist 

1. Which of the following groups have you consulted? 

Staff  Students       Committee               Other stakeholders  

                                                                                                         (please specify below) 

 
Quality & Students Committee 
HEABs 
HEI Partners 
 

 

2. How frequently will you monitor the impact(s) of this activity? 

 

 Termly                 Annually  Other (please specify below) 

Every 2 years or in line with legislation changes 

 

 

X X X X 

X 

 X 


