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     Herefordshire 14-19 eManual

14-19 Quality Procedures / Protocols 
Complaints Procedure
A learner and/or their parents/carers have a right to complain when they feel they have a legitimate grievance. All complaints should be resolved informally if at all possible.
In the first instance, the senior management of the provider will consider the complaint and any action that should be taken. The complainants will be informed of the outcome of this consideration within 48 hours of making the complaint.

In the event of their not reaching a conclusion or that their decision does not satisfy the complainant, the provider will convene a Complaints Panel. The membership of this panel should include

· The head of  the programme for which the student applied (assuming they are not subject to the complaint)

· A member of the senior management of the provider

· A 14-19 Lead
· An independent officer – for example a local authority 14-19 Coordinator

Learners and parents/carers are entitled to give evidence to the Panel and will be given the decision within 48 hours of the Complaints Panel meeting.
Appeals Procedure
A learner has a right to appeal decisions taken when

· He/she is not selected to undertake a programme or course for which they have applied

· He/she is excluded from a programme or course
· He/she feels they are being discriminated against in any way
The provider will supply an Appeals Form (see Model Form in eManual) for the learner and/or their parents/carers to complete. 
An Appeals Panel to consider the appeal will be convened by the provider within 5 working days of receiving the Appeal Form. The membership of this panel should include

· The head of  the programme for which the student applied
· A member of the senior management of the provider

· 14-19 Lead
· An independent officer – for example a local authority 14-19 Coordinator

Learners and parents/carers are entitled to give evidence at the Appeal and will be given the decision within 48 hours of the Appeals Panel meeting.
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