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Complaints Policy for Students Under 18

The following is in the student handbook and on the website.

This complaints policy will be made available to all parents. When their child is admitted to the
school / organisation all parents, carers and host families will be provided with a written copy
of this policy. It will be included as part of the induction / admission pack.

Regent Language Training will respond to all complaints and attempt to resolve these to the
satisfaction of all parties.

In the event of a complaint the following procedure will apply:

Where any parent or other person wishes to make a complaint about any aspect of the school’s
practice, an attempt will be made to resolve this, informally if possible.

Where a parent or carer is dissatisfied with the school’s response to an informal complaint they
will have the option to make their complaint in writing. The substance of this complaint will
again be considered by the school management and parents will be provided with a written
response. Copies of this correspondence will also be given to the person or persons complained
about.

If a parent or carer remains dissatisfied with the outcome to the investigation the proprietor
will convene a panel in order to formally hear the complaint. This panel will comprise at least
three people, none of whom will have had any prior dealings with or any direct involvement in
the matters detailed in the complaint.

At least one person on the hearing panel will have no involvement with the management or
running of the school. Parents or carers will be invited to attend the panel hearing and, if they
wish, to be accompanied. At this stage it will not be necessary for the parents to be
accompanied by a legal representative.

At the opening of the hearing the chairperson will outline the procedure that the panel will
follow.

The proprietor will empower the panel to make findings and recommendations. Copies of these
findings and recommendations will be provided to the proprietor, Principal, complainant and
the person or persons complained about.

Following the panel hearing a copy of the findings will be:

« sent by electronic mail or otherwise given to the complainant and, where relevant, the
person complained about
+ available for inspection on the school premises by the proprietor and the Principal.

A written record will be maintained of all complaints. This record will show whether the
complaint was resolved at the informal (preliminary) stage or whether it proceeded to a formal
panel hearing. All complaints will be recorded at each stage and correspondence will be kept
on file. All records, statements and correspondence relating to a complaint will be kept
confidential.



Appendix A

Complaints received will follow the time-line below:

Complaint received

Informal Formal
Complaint Complaint

Dealt with within 5 working days Acknowledgement letter
within 4 working days

y

OQutcomes satisfactory to all Investigation completed
parties — no further action within further 3 working

days
Complainant dissatisfied with Panel convened within 14

the outcome working days of receipt

Judgements and recommendations
delivered within 3 working days of
panel meeting

Informal complaint procedure to be completed within 5 working days

Formal complaint procedure to be completed within 24 working days

This policy was last reviewed in April 2022.
Next review in April 2023.



