BCTS Complaints Policy and Procedure

Bedfordshire Centre for Therapeutic Studies provides a wide range of courses for an
increasing number of learners. We provide administration and tutor support to a high
professional standard, however, occasionally concerns are raised by learners that require
some help with resolution. The complaints policy sets out how learners can have their
concerns addressed where they have not been resolved. This provides a robust resolution
process.

Aim of policy

e To provide a formal response and process to learner’s concerns relating to any
aspect of their learning experience
¢ To resolve learner’s learner issues fairly, systematically and promptly

Stage one - Informal resolution of the complaint

In the first instance, learners are expected to discuss their concerns with their tutor and can
request a tutorial at any time. It is important to establish facts and record what the issue is.
Consider what outcome you want from the tutorial eg. To be heard or want something
changed.

Stage two - Formal procedure

Where you feel your concern has not been resolved, you can access the formal procedure
and make a formal complaint setting out your concerns to your tutor. This then is shared
with a lead tutor or centre manager. Should it be required, a meeting will be arranged by
your tutor to explore the issue further. Any other parties involved will be invited to look to
find a resolution. Occasionally, independent professional guidance is sought. Your tutor
will respond in writing via email, with a summary and outcome of the meeting and/or
guidance received.

Where a 3" party is involved; there is potential to provide mediation facilitated by another
tutor from the centre to resolve the issue. Any actions for each party will be discussed and
recorded with a deadline to resolve the issue. Your tutor will respond in writing via email
the agreed actions to all parties.

Timescale: up to 3 weeks

Stage Three - Appeals procedure

If you are not satisfied with the outcome of the formal procedure, you can escalate your

complaint to the centre manager. They will proceed to carry out a full investigation. Please
put your response in writing within 10 days to:
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Centre Manager: Kate Williams at kate@bedfordshiretherapeuticstudies.co.uk

In Kate’s absence or if it is deemed more appropriate for another centre professional to
respond to the appeal, you will be notified to send your appeal to:-

Centre Tutor & Complaints support: Fiona Breaker Rolfe at Fionabrolfe@gmail.com

The investigation will include:

Meeting with the complainant within 7 days to establish the facts of the issue
Meeting with the tutor to gather information

Meeting with other relevant parties to gather information

Examining any relevant documents, statements and records

Making recommendations for resolution

The centre manager may use their discretion and be assisted by a BCTS team member, to
take minutes of the meeting with the complainant. You will be entitled to bring a person into
the meeting for support as the complainant or someone named in the complaint.

You are required to provide 24 hours’ notice to inform the centre manager of the person
supporting you. The support role is for emotional support, not advocacy. There will be an
opportunity for them to ask any questions at the end of the meeting.

The centre manager retains the right to terminate and reschedule the meeting, should any
attendees behave in an inappropriate or disruptive manner.

Following the meeting, the centre manager may seek independent professional advice to
assist in resolving the complaint and to inform any recommendations. The complainant will
be informed of the outcome of the investigation in writing.

Timescale: up to 4 weeks

Stage Four - Conduct of appeal

Should you feel your complaint has still not been resolved, inform the centre manager in
writing, within 10 days. Depending on the nature of the complaint the centre manager will
either appoint an internal member of the team or an external professional to work together
to examine policies and procedures and ensure that due process has been followed. The
complainant will be informed of the outcome, and if required a final meeting held with all

relevant parties.

The final decision lies with the centre manager
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Timescale: up to 6 weeks
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