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College Values 

Students: as the focus for the work of everyone at the College 
Mutual Respect: caring for and valuing students, staff, governors and our community 
Integrity: honesty, hard work and personal and social responsibility 
Learning: a passion for learning and its capacity to change lives 
Excellence: high aspirations, high standards and high achievement 

 

1.  Purpose 

Luton Sixth Form College is committed to providing the highest standards of teaching, support, and service. We 
recognise that occasionally concerns may arise, and we value feedback as an opportunity to learn and improve. This 
policy sets out how students, parents/carers, and members of the public can raise complaints and how these will be 
handled fairly, consistently, and in a timely manner. 

2. Scope 

This policy applies to complaints about: 

• Teaching and learning 

• College facilities and resources 

• Administration and support services 

• Conduct of staff or other students 

• Any other aspect of the College’s operations 

This policy does not cover: 

• Appeals against assessment decisions (see Assessment Policy) 

• Staff employment matters (see Grievance Policy) 

• Whistleblowing (see Whistleblowing Policy) 

• Data Protection, including Subject Access Requests (see Data Protection Policy and Procedure within the 
Data Protection Framework Suite of Policies) 

3. Principles 

• Respect: All complainants will be treated with courtesy, respect, and without disadvantage. 

• Clarity: Processes are easy to understand, with support available if needed. 

• Timeliness: Complaints will be acknowledged and addressed promptly. 

• Fairness: Each complaint will be considered on its own merits, with impartiality and confidentiality. 

• Resolution focused: Wherever possible, issues will be resolved informally and quickly. 

4. Stages of the Procedure 

Stage 1: Informal Resolution 
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• Students, parents/carers, or members of the public are encouraged to raise concerns informally with the 
relevant member of staff or department. 

• Most issues can be resolved quickly at this stage through discussion, clarification, or remedial action. 

Stage 2: Formal complaint 

If not resolved informally, a formal complaint can be submitted in writing to the College. Complaints should be sent 
to the dedicated College complaints email address: complaints@lutonsfc.ac.uk 

Alternatively, a written complaint may be sent by post to the Complaints Officer at the College address (see Section 
8). 

The complaint should clearly outline the issue, any previous attempts to resolve it, and the desired outcome. 

• Acknowledgement of the formal complaint will be sent within 3 working days. 

• The complaint will be investigated by an appropriate senior manager. 

• A full written response will normally be provided within 10 working days. If this is not possible, an update 
and revised timescale will be given. 

Anonymous or unsigned complaints 

• The College will not normally investigate anonymous or unsigned complaints, as they are difficult to 
verify, respond to, or resolve fairly. 

• Exceptionally, where an anonymous complaint contains specific and credible information indicating a 
safeguarding concern, serious misconduct, or a significant health and safety risk, the College will review 
the matter and decide whether an investigation is appropriate in line with statutory obligations. 

• Where no contact details are provided, it will not be possible to update the complainant or issue a 
response. 

Stage 3: Appeal 

If dissatisfied with the Stage 2 outcome, the complainant may request an appeal, stating clearly the grounds (e.g., 
new evidence, procedural irregularity, or disproportionate outcome). 

• Appeals must be submitted within 5 working days of receiving the Stage 2 decision. 

• Acknowledgement of the appeal will be sent within 3 working days. 

• The appeal will be considered by a senior leader not involved in the Stage 2 process.  

• The final decision will be issued in writing within 10 working days of receipt of the appeal. 

Stage 4: External review 

If you need to complain about Luton Sixth Form College, the complainant should first approach the College directly 
and in accordance with this Complaints Policy. If the complaint remains unresolved after the College process, the 
complainant may refer the matter to the Department for Education.  

5. Support for complainants 

• Students may seek help from their Progress Coach, Student Services, or the Student Council. 

• Parents/carers and members of the public may request support from the Complaints Officer to ensure 
accessibility. 

• Assistance will be provided for individuals with additional needs (e.g., translation, large print, or advocacy 
support). 

6. Monitoring and learning 
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• All complaints (informal and formal) will be logged and monitored by the Complaints Officer. 

• An annual report will be presented to the Senior Leadership Team and Corporation to identify patterns, 
lessons learned, and improvements made. 

7. Confidentiality  

Luton Sixth Form College recognises the importance of confidentiality in maintaining trust and ensuring that 
complains are handled fairly and sensitively. 

• Information will only be shared with those directly involved in investigating and resolving the complaint.  

• Where necessary, relevant details may be share with staff involved to ensure a fair and thorough 
investigation.  

• All parties are expected to treat complaint information as confidential and not disclose it outside the 
process.  

• Complaint records will be stored securely and access restricted to authorised staff. 

• Confidentiality will be maintained wherever possible but may be limited where disclosure is required, for 
example: 

o To meet legal or regulatory requirements 
o Where there are safeguarding concerns 
o Where there is a risk of harm 

• Only necessary information will be shared, and the complainant will be informed where appropriate. 

8. Contacts 

• Complaints Officer: Executive Assistant to the Principal 

• Postal address: Luton Sixth Form College, Bradgers Hill Road, Luton, LU2 7EW 

• Email address for complaints: complaints@lutonsfc.ac.uk 

 


