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Complaints & Compliments Process   
   

The Complaints & Compliments procedure is to encourage an open and transparent approach to the 

management of both complimentary and critical feedback. This is applied to the full range of services 

provided by WAES.   

   
WAES strives to provide the best quality of learning and services that meet or exceed the expectations of 

learners and users. WAES promotes a culture that is responsive to feedback, whether complimentary or 

critical. Comments about our services are actively encouraged and acknowledged as a valuable source of 

information that we can evaluate and use to improve the quality of our provision to learners and other 

users.   

   

Occasionally services fail, and where this leads to dissatisfaction, we seek to address and resolve all 

complaints within a specified period, in a manner that is supported by clear and accessible procedures 

that ensure thorough investigation and fairness.   

   

Likewise, we seek to identify what has worked well, to enable spreading of good practice and reward staff.   

   
In addressing issues that may give rise to complaints, complainants are strongly encouraged to resolve 

the matter informally with appropriate members of staff. It is the WAES experience that good 

communication between concerned members of staff can frequently stop minor issues from developing 

into major ones, and can avoid the need for the time and difficulties associated with formal investigations.   

   

It is the responsibility of all staff to take action to deal quickly with issues as they arise, to communicate 

with others as needed, and discuss matters with their line managers before recommending that 

individuals follow the formal complaints procedure.   

   

WAES recognises that there may be aspects of its operations that exceed or fall short of its requirements. 

Its aim is to identify areas of success, to share that good practice and reward appropriately. Alternatively, 

dissatisfaction should be managed as quickly as possible to improve the quality of service provided.   

   

Through this process, WAES aims to:   

   

• Recognise and collect complimentary feedback in a formal and structured way   

• Encourage complainants to resolve their dissatisfaction through open and informal procedures in 

the first instance   

• Provide clear procedures for users of the Service to raise their comments in a way that is free from 

intimidation and excessive bureaucracy   

• Ensure that staff are provided with the necessary guidance and skills to handle compliments and 

complaints effectively and appropriately, in accordance with the procedures   

• Ensure that the complainant is advised of the outcome of their complaint within the specified 

timeframes   

• Offer guidance and support to complainants with making their complaints and any subsequent 

appeals   

• Ensure that privacy and confidentiality is respected when dealing with a complaint   
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Make a compliment   

   
Please send your compliments through to Complaints@WAES.AC.UK.  Here your feedback will be 

recorded and shared with the staff member or service team you want to thank. This will be shared with the 

Principal and Head of Service as part of routine reporting. This informs our quality assurance framework 

and is reported routinely to the Governing Board.   

   

Make a complaint   

   
Please send your complaint in writing to Complaints@WAES.AC.UK or addressed to Head of Learner   

Development, WAES, 219 Lisson Grove, London NW8 8LW. You must complete the WAES Complaint 

form located in reception in all three sites or on our website: www.waes.ac.uk/services/making-complaint   

   

From the date your complaint is received, there will be 15 working days to resolve your complaint. This will 

be shared with the Principal and Head of Service as part of routine reporting. This informs our quality 

assurance framework and will be reported routinely to the Governing Board.   

   

Your right to appeal   

   
If having made a complaint and appeal you remain unsatisfied by the outcome, you are entitled to seek 

further guidance. You have the right of appeal to the Principal and Head of Service, following any further 

dissatisfaction to the WAES Governing Board or to Westminster City Council. You may wish to take your 

complaint to the most appropriate external agency, e.g. the awarding or funding body. Further details on 

appeal processes and useful contacts are provided at the end of this procedure.   

   

Closure of complaints   

   
WAES will deem a complaint closed if a request for appeal is not received within 20 working days from the 

detailing letter of the outcome to the original complaint. The closure will not be reversed. Closure does not 

affect your statutory rights to submit a petition to external agencies, other regulatory bodies or a court of 

law.   

   

Who is responsible for managing complaints?   

   
The Assistant Principal for Business Support Services is the Executive Board member who is responsible 

for the timely and fair administration of this procedure. The Head of Learner Development will be 

responsible for compiling reports for the Principal and Head of Service and the wider Service 

Management Group. WAES administration will carry out routine communication and inform the 

complainant of the outcome.   

   
Step 1. Informal complaint   

   

1.A   1.B   1.C   1.D   1.E   

Complaint/Concern   
identified to a member of  

staff   

Parties attempt to 

resolve  issues 

informally  by 

communicating with 

a member of staff   

Problem 

resolved   
Informal complaint 

documented by a  

member of staff and  
forwarded to Line   
Manager   

Unresolved  - 
Go to Step 2  

   
   

mailto:Complaints@WAES.AC.UK
http://www.waes.ac.uk/services/making-complaint
http://www.waes.ac.uk/services/making-complaint
http://www.waes.ac.uk/services/making-complaint
http://www.waes.ac.uk/services/making-complaint
http://www.waes.ac.uk/services/making-complaint
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Step 2. Formal complaint   

   

2.A   2.B   2.C   2.D   2.E     

If not satisfied 

with the informal 

response, register 

a formal  

complaint using 

the  WAES 

complaint form – 

see above for  

details   

The  complainant  

will receive a  

formal written   

acknowledgement   

letter   

Investigating manager 

will respond to the 

complainant within 15 

working days   

Problem 

resolved   

Unresolved   -  
Go to Step 3   

   

   

Step 3. Appeal against outcome of investigation   

   

3.A   3.B   3.C   3.D   3.E   3.F   

Send letter of appeal to 

feedback@waes.ac.uk  

or in writing by post to 

Head of Learner   

Development, WAES,   

219 Lisson Grove,   

London NW8 8LW   

Appeal passed 

to  Principal 

and   

Head of 

Service (or a 

representative   

of the 

Principal)   

The  

Principal 

will review 

the 

complaint,  

examine   

all   

evidence 

and 

convene 

a meeting 

if needed   

The  

Principal 

will respond 

to the 

complainant 

within 5 

working 

days and 

copies sent 

to Head of 

Learner   

Experience   

Problem 

resolved   

Unresolved, 

you may 

appeal see 

section 

below for 

guidance of 

an appeal   

   

Guidance on the appeals process   

   
The complainant must formally make an appeal with five days of the decision of the complaint being finalised. 

The complainant can write to the Clerk to Governors and the matter will be dealt with by Governing Body at 

WAES. In addition to the appeal of the decision to the WAES Board of Governors, the complainant can 

contact Westminster City Council and/or contact funding agencies or awarding bodies at any time they wish 

to do so. In the case where an apprentice or an employer wants to appeal, they can contact the funding 

agency where there is a dedicated contact centre, which deals with these appeals, please visit:  

https://www.gov.uk/complain-further-education-apprenticeship for further information.  

  

  

   
Useful contact information:   

   

https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
https://www.gov.uk/complain-further-education-apprenticeship
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Clerk to Governors, Westminster Adult Education Service (WAES), Lisson Grove or call Executive Officer 

(Tel: 020 7641 8102) and she will escalate your query to the Clerk.   

   
Westminster City Council – Email: stage2complaints@westminster.gov.uk, or Telephone: 020 7641 1911 

or by post to: Westminster City Council, City Hall, 64 Victoria Street, London SW1E 6QP.   
  
Useful email address for an apprentice and an employer if they are not satisfied with the outcome of their 

complaint and would like to appeal. They can email directly: complaints.ESFA@education.gov.uk or write 

to the Complaints team, Education and Skills Funding Agency, Cheylesmore House, Quinton Road, 

Coventry, CV1 2WT  
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