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[bookmark: _Hlk115181260]Language Tuition Nottingham - Our Complaints Policy
· To listen to all complaints and suggestions.
· To enable staff and learners to be able to make complaints and suggestions.
· To resolve problems in the best way possible.
· To use complaints as an opportunity to review and improve the service we offer.
· To consider and, if practicable, act on suggestions.
· To provide an opportunity at staff meetings for staff to bring up any issues under Any Other Business.
· To provide information on the LTN Complaints Procedure to learners both on the website and in their class enrolment details (given on Day 1)
· To tell learners verbally during their Introductory Talk about LTN’s Complaints Procedure.
· To provide all learners with an opportunity to give feedback (including complaints and suggestions) in the Feedback questionnaire and at any time during their course. 









Procedure - Learners Complaints Procedure
We hope that you will be happy studying at Language Tuition Nottingham.  Please tell us immediately if you have a problem of any sort so that we can help. However, if you wish to make a complaint, we have the following procedure:
Please see the school manager (Angela Lopez). If you have a complaint, she will listen to your complaint, and try to find a solution to the problem. 
If your complaint cannot be resolved informally and is more serious, she will ask you to complete a complaints form.  Your complaint will be acknowledged within 7 working days.  You should expect to receive a response within 14 working days.

Our aim is to resolve all matters as quickly as possible. However, if the issue is more complex and requires more time, we will advise you of an amended timescale for responding to your complaint. 

How Learners’ Complaints Are Dealt With: 
Teachers and Teaching:
Where possible, we ask learners to see their teacher if they are unhappy with their class or level. However, if they are embarrassed, or if the problem is with their teacher, they can speak to the Director of Studies or School Manager, who will discuss the matter with them and inform them of the proposed solution.
The Director of Studies, or School Manager, will discuss the problem with the teacher concerned, and identify possible solutions. If necessary, the Director of Studies will give support with teaching where appropriate, e.g. with lesson planning and choice of materials.
The Director of Studies or School Manager will follow up with the learner to check that the situation has been resolved satisfactorily. 
All the above stages are documented.

Procedure - Staff Complaints Procedure
We hope that you will be happy working at Language Tuition Nottingham.  Please tell us immediately if you have a problem of any sort so that we can help. You are encouraged to discuss and problems or difficulties in Staff Meetings, please raise them in the section “Any other business” if they have not already been discussed in the course of the meeting. 
However, if you wish to make a complaint, we have the following procedure:
Please see the school manager (Angela Lopez). If you have a complaint, she will listen to your complaint, and try to find a solution to the problem. 
If your complaint cannot be resolved informally and is more serious, she will ask you to complete a complaints form.  Your complaint will be acknowledged within 7 working days. You should expect to receive a response within 14 working days.

Our aim is to resolve all matters as quickly as possible. However, if the issue is more complex and requires more time, we will advise you of an amended timescale for responding to your complaint. 

All the above stages are documented.
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