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Complaints Procedure	
 

What to Do If You Have a Complaint  

LEAD provides the opportunity for all its students to freely express their opinion on 

the issues related to their study and life at LEAD. To achieve this, LEAD has adopted 

a complaint procedure for the fair investigation and resolution of students’ allegations 

when they are raised. 

No student will be disadvantaged by having raised a complaint, LEAD expects that 

students will be reasonable and fair in their judgments and actions. 

 

Complaint is an act of raising a concern or expressing dissatisfaction with a certain 

issue related to someone’s actions or a situation in the College. Normally, complaints 

can be resolved at the initial stage and should be directed by the student to a 

teacher or a personal tutor first. Also, any complaints can be communicated to LEAD 

management through the student voice.  

 

If the complaint involves a teacher or a staff member, if the complaint has not been 

addressed after being raised, and the issue has not been resolved or if the complaint 

is of a confidential nature, then the student should put the complaint in writing and 

follow the complaint procedure outlined below. 

	

Completion of a complaints form 
	

Complaint forms can be collected from the reception desk or you can request one to 

be e-mailed or posted. When making a written complaint, it is helpful if you give as 

much information as possible (including personal details) and include steps that you 

have taken in pursuing your complaint. Mention any discussion that you have 

already had about the matter, attach copies of any earlier correspondence, and state 

clearly what remedy if any you are seeking. 

On receipt of your complaint the management team will contact the most appropriate 

senior member of staff and an investigation will take place. The senior staff member 
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investigating the complaint will contact you as soon as their investigation is 

complete. This would normally be within 10 working days but can sometimes take 

longer. If at any time, however, you would like to get information concerning the 

investigation, you may contact us and be updated with the status of your complaint. 

Wherever possible you will be contacted by telephone with the results of the 

investigation into your complaint. At this time you will be asked whether you are 

satisfied with the outcome and will have the opportunity to ask any question 

regarding the investigation. If you are satisfied with the outcome, the complaint will 

be closed. 

We would like you to allow us the chance to resolve your complaint first. If you have 

tried everyone, including the management and your complaint is still not resolved, it 

will be referred to the Independent Person within two weeks of your complaint 

initially being raised. Learners can also escalate their appeal to the Awarding 

Organisation and further to the relevant Qualification Regulator if they remain 

unhappy with the decision. 

 
The Independent Person is a person who acts like a mediator and gives all 

students a way through which they can raise complaints against LEAD staff. This 

person can approach LEAD on behalf of a student who has a problem or complaint. 

LEAD has selected a person who has experience of working with learners. The 

Independent Person is not an employee of LEAD and will handle each complaint as 

and how it seems appropriate. LEAD undertakes to listen very carefully to any 

recommendations made by the independent person and to act upon them. 

Complaints in regards to assessment decisions can be escalated to the Awarding 

Organisation and further to the relevant Qualification Regulator if they remain 

unhappy with the decision.  
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You can contact the independent person:  
Via a member of staff at LEAD – ask the management for help with this. 

 

(If	any	complaint	is	considered	to	be	of	a	serious	nature	the	complaint	will	be	
immediately	brought	to	the	attention	of	the	Senior	Management	who	will	lead	any	

investigation)	

	


