
 
 
 SECTION: LEARNER SERVICES             PROCEDURE: CUSTOMER COMPLAINTS PROCEDURE 2008 

AIM: To maintain a system for taking and monitoring action with regard to customer complaints and concerns  
 
 
 
 
 
 
 
 

 

Informal Complaint (verbal) 
 
Issue raised with Tutor or Curriculum Manager, 
Service Team Leader or Manager 

 
SEE NOTE 1 

 
CUSTOMER 

Informal Complaint 
Form 
(Used to record 
details for 
monitoring) 

SHOULD THE CUSTOMER NOT BE SATISFIED WITH THE OUTCOME, ISSUE SHOULD BE PROGRESSED TO THE FORMAL STAGE: 

 
RECEPTION 

 
 
 
 

Receipt of complaint to be acknowledged within 3 
working days 

Formal Complaint (written) 
 
Written complaint to Learner Services Manager 

 
CUSTOMER 

 

Formal Complaint 
Form 

OR Formal letter 
addressed to Learner 

Services Manager 

 
RECEPTION 

 

 
SEE NOTE 2 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaint investigated and response provided 
within 
10 working days 

 
SEE NOTE 3 

Person charged with 
investigating 
(Learner Services 
Manager to monitor) 
 

SHOULD THE CUSTOMER NOT FEEL SATISFIED WITH THE OUTCOME, ISSUE SHOULD BE PROGRESSED TO THE APPEALS STAGE: 

Formal letter of 
response from person 
investigating. Copy to 
Learner Services 
Manager for records 

LEARNER 
SERVICES 
MANAGER 

Formal letter of 
acknowledgement 

OR 
Email 

acknowledgement 

 
LEARNER 
SERVICES 

 
LEARNER 
SERVICES 

Appeals Form  
OR 

Letter of Appeal 

Appeals Stage 
Customer completes Appeals Form or submits 
written details of appeal to Principal (within 5 
working days) 

Customer via 
Learner Services  

Manager 

Principal’s Office 
(Copy to Learner 

Services Manager)  

 
Formal letter of 

response 

 
Complaint investigated and response provided 
within 10 working days 

 
PRINCIPAL 

Learning and Skills 
Council 
(LSC) 

 
Formal letter  

 
CUSTOMER 

If complaint still unresolved, customer may 
complain to LLSC or Secretary of State for 
Education. 

 
SEE NOTE 4 
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NOTES: 
 
 

1. Tutor, Curriculum Manager, Service Team Leader or Manager to complete ALL sections and send copy to Learner Services Manager.  Blue copy 
kept at source. 

 
2. Address to: Learner Services Manager 

Hopwood Hall College 
Rochdale Road 
Middleton 
M24 6XH 

 
3. Investigations of complaint sent to appropriate manager with responsibility for the area.  To be returned to Learner Services Manager within 5 days. 
 
4. Address available from Learner Services. 

 
Please note the hyperlinked forms attached to this procedure are for information only since they are carbonised documents.  The relevant forms are available from 
the locations described. 
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