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Complaints policy 

 

Informal Complaints Procedure 

If you are dissatisfied with any aspect of your dealings with Lancashire College of Further Education 

Ltd and wish to make a complaint, please follow the procedure below: 

 

 You should try to resolve the matter informally in the first instance.  Dissatisfaction often arises 

from misunderstanding, which is why the best starting point is with the person whose actions are 

the cause for dissatisfaction, or with the manager of the office responsible for the provision of the 

service or implementation of the policy. 

  

 Once it is clear that it cannot be resolved by informal means, a formal complaint should be made 

as soon as possible.  It is much more likely that the matter will be resolved to your satisfaction if 

it is raised at an early stage. 

 

 

Formal Complaints Procedure 

If, in the student’s view, a complaint cannot be resolved informally then he or she may make a 

formal complaint within a reasonable period of time. 

1. Write to the Directors setting out clearly the nature and origin of the complaint, detailing what 

steps you have taken to resolve it informally, and explaining why the outcome of the informal 

procedure is not considered satisfactory.  Letters should be addressed to Dr Firas Ajlouni, 

Director, Lancashire College of Further Education Ltd, Suite 308, Daisyfield Centre 

Appleby street, Blackburn BB1 3BL 

 

2. The Director will acknowledge the complaint within 5 working days of receipt and will let you 

know who will be dealing with the complaint. 

 

3. This person will, within 2 weeks of the referral from the Director, contact the complainant and 

indicate what action they plan to take, and the date by which they expect the investigation to be 

complete.  If the investigation cannot be completed by the expected date, you will be advised 

about the delay. 

 

4. The person dealing with the complaint will respond in writing to the complainant when any 

investigation is complete with details of the findings, and if the complaint is upheld, indicate 

what the outcome will be. 

 

5. The response to the complaint will be copied to the Directors who will maintain a central record 

of complaints. 

 

CIMA 
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If, after following both ‘Lancashire College of Further Education and Pearson’s processes, you are 

not satisfied by the outcome, you can escalate your issue to the Scottish Qualifications Authority 

(SQA). This can be done in writing and should be sent to SQA Accreditation, The Optima Building, 

58 Robertson Street, Glasgow G2 8DQ. 

Please note that The Lancashire College of Further Education Ltd will not allow a complaint by a 

student to have any bearing on the way that the student is treated.  The Lancashire College of Further 

Education Ltd will behave professionally in all dealings with its students.  

Disciplinary Procedure  

The Lancashire College of Further Education student disciplinary procedure provides a framework 

for addressing breaches of the code of conduct that are considered to be too frequent or too serious to 

be dealt with less formally. They have been designed in such a way as to ensure that all students are 

given access to a fair hearing and that all relevant facts will be established and considered before 

final decisions are made.  

 

 

Investigation  

 

In most cases, the matter will have arisen out of a complaint raised by a fellow student or an 

employee of The Lancashire College of Further Education. In all cases an investigation will take 

place to determine whether or not it might be necessary to invite the student complained about to 

attend a disciplinary interview.  

 

 

Suspension  

 

In cases where the alleged misconduct is serious, and/or it may be detrimental to The Lancashire 

College of Further Education or any individual/s, suspension from studies may need to be considered 

while the case is being investigated. In such cases the student will be informed of the reason for 

suspension.  

 

 

Criminal proceedings  

 

Where any member of staff has reason to believe or is informed that a student may have committed a 

criminal offence, The Lancashire College of Further Education will normally refer the matter to the 

police and may also initiate disciplinary proceedings under this procedure pending the outcome of 

police enquiries and any charges which may be brought against the student. When the results of those 

enquiries and any criminal proceedings are known, The Lancashire College of Further Education 

reserves the right to recommence disciplinary proceedings. Any College disciplinary action relating 

to alleged criminal offences will be based on reasonable belief.  

 

Written warning  

 

Where serious misconduct has occurred, the student may be given a written warning. The student 

will be informed that further misconduct or failure to meet the standards detailed in the Student Code  
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of Conduct is likely to result in exclusion from studies with The Lancashire College of Further 

Education. Details of written warnings will remain on a student’s file for 12 months from the date of 

the warning being issued. Failure to attend a disciplinary interview may result in a decision being 

made in the student’s absence.  

  

Appeals  

 

A student who has been issued with a written warning or excluded from studies with The Lancashire 

College of Further Education is entitled to appeal against the decision that was made. An appeal must 

be made in writing within 10 working days of receipt of the warning letter. The original decision 

letter will state to whom the appeal should be made. The manager conducting the appeal may wish to 

conduct an appeal interview with the student and will notify of the decision in writing.  
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