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1.1

2.1

2.2

2.3

2.4

2.5

3.1

3.2

3.3

3.4

Our commitment to coordinating high-quality tuition and support is unwavering. We understand that
concerns and issues may arise occasionally, and we value your feedback as an opportunity for
continuous improvement. Our complaints procedure has been carefully designed to ensure
transparency, fairness, and prompt resolution of any grievances. At Westminster Tutors, we prioritise
the wellbeing of our students and are dedicated to upholding the highest standards of safeguarding,
compliance, and educational coordination

A concern may be defined as ‘an expression of worry or doubt over an issue considered to be
important for which reassurances are sought’.

A complaint may be defined as an expression of dissatisfaction about actions taken or a lack of action.

It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage.
Many issues can be resolved informally without using the formal stages of the complaints procedure.
Westminster Tutors takes concerns seriously and will try to resolve the matter as quickly as possible.

We will respect your views if you need help discussing a concern with a particular staff member or
teacher. In these cases, the Principal will refer you to another staff member or teacher. Similarly, if
the member of staff directly involved feels unable to deal with a concern, the Principal will refer you
to another staff member or teacher, or deal with the matter himself. The staff member or teacher
may be more senior but can be someone other than that. The ability to consider the concern
objectively and impartially is more important.

We understand that there are occasions when people would like to raise their concerns formally. In
this case, Westminster Tutors will attempt to resolve the issue internally through the stages outlined
within this complaints procedure.

In the first instance, all concerns or complaints should be made informally with the college by
discussing the concern or complaint with a member of staff, a senior leader, or the Principal.

An informal concern or complaint can be made in person, in writing, or by telephone. They may also
be made by a third party acting on behalf of a complainant if they have appropriate consent to do so.

If the issue remains unresolved, the next step is to complain formally.

Complainants should avoid approaching the Governance Advisory Board (GAB) to raise concerns or
complaints. The GAB has no power to act individually and may also prevent them from considering
complaints at Stage 2 of the procedure.
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3.5

3.6

3.7

3.8

4.1

4.2

5.1

Formal complaints against college staff should be made in writing to the Principal by emailing
complaints@westminstertutors.co.uk. Please mark the correspondence as private and confidential.

For ease of use, a template complaint form is included at the end of this procedure. If you require
help completing the form, please contact the college administrator at info@westminstertutors.co.uk.

You can also ask third-party organisations like Citizens Advice to help you.

Following equality law, we will consider making reasonable adjustments, if required, to enable
complainants to access and complete this complaints procedure, for instance, by providing
information in alternative formats, assisting complainants in raising a formal complaint or holding
meetings in accessible locations.

We will not usually investigate anonymous complaints. However, if appropriate, the Principal or
Proprietor will determine whether the complaint warrants an investigation.

Complaints must be made within a reasonable timeframe, up to three months after the incident.
Where a series of associated incidents have occurred, then by three months after the last of these
incidents. We will consider complaints made outside this time frame if exceptional circumstances

apply.

We will consider complaints made outside of term time to have been received on the first
college day after the holiday period.

This procedure covers all complaints about any provision of community facilities or services by
Westminster Tutors, other than complaints that are dealt with under other statutory procedures,
including those listed below.
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Matters likely to require a Complaints about child protection matters are handled under our child protection and
Child Protection Investigation | safeguarding policy and in line with relevant statutory guidance.

If you have serious concerns, you may contact the local authority designated officer (LADO)
with local responsibility for safeguarding or the Multi-Agency Safeguarding Hub (MASH).

Kensington and Chelsea LADO

Please call 020 7361 3013 and ask to speak to the Duty Child Protection Adviser.
Email kclado.enquiries@rbkc.gov.uk

Kensington and Chelsea MASH

A Triborough MASH takes referrals from the police and the local authorities in Hammersmith
and Fulham, Kensington and Chelsea, and Westminster.

If you are concerned about a child, please refer to the local authority’s front door. Where
appropriate, the local authority will refer cases to the MASH team.

Kensington and Chelsea - socialservices@rbkc.gov.uk or telephone: 020 7361 3013

Whistleblowing Westminster Tutors has an internal Whistleblowing Policy for employees, temporary staff,
teachers and contractors. Individuals may also make a protected disclosure to an appropriate
prescribed person or body where the legal requirements for whistleblowing are met.
Independent advice is available from Protect and Acas.

Staff grievances Complaints from staff will be dealt with under the college’s internal grievance procedures.
Staff conduct Complaints about staff will be dealt with under the college’s internal disciplinary procedures,
if appropriate.

Complainants will not be informed of any disciplinary action taken against a staff member or
teacher due to a complaint. However, the complainant will be notified that the matter is
being addressed.

Complaints about services Providers should have their own complaints procedure to deal with complaints about
provided by other providers service. Please get in touch with them directly.

who may use college
premises or facilities

5.2 If other bodies are investigating aspects of the complaint, for example, the police, local authority (LA)
safeguarding teams or Tribunals, this may impact our ability to adhere to the timescales within this
procedure or result in the procedure process being suspended until those public bodies have
completed their investigations.

5.3 If a complainant commences legal action against Westminster Tutors about their complaint, we will
consider whether to suspend the complaints procedure until those legal proceedings have
concluded.
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6.1

6.2

6.4

6.5

6.6

6.7

6.8

6.9

6.10

6.11

Informal concerns and complaints should normally be addressed promptly by the member of staff,
teacher, senior leader or Principal best placed to resolve the matter.

Where an informal concern or complaint is more than a routine query, raises dissatisfaction about
the college’s actions or omissions, requires investigation or follow-up, or may indicate a recurring
issue, it will be recorded as an official concern.

Informal records will be factual, proportionate and limited to information relevant to the matter.
They will be retained securely and handled in accordance with the college’s data protection
arrangements.

Where an informal concern or complaint cannot be resolved, or the complainant remains
dissatisfied, they will be informed that they may submit a formal complaint under Stage 1 of this
procedure.

Formal complaints must be made in writing to the Principal (or Proprietor if about the Principal) via
the email complaints@westminstertutors.co.uk.

The Principal will record the date the complaint is received and will acknowledge receipt of the
complaint in writing (either by letter or email) within five business days during term time. Complaints
received outside of college term time will be acknowledged within five business days, starting from
the first day back after a holiday. Within this response, the Principal will seek to clarify the nature
of the complaint and ask what remains unresolved and what outcome the complainant wants to see.
The Principal can consider whether a face-to-face meeting is the most appropriate way of doing this.

Note: The Principal may delegate the investigation to another member of the college’s senior
leadership team but not the decision to be taken.

During the investigation, the Principal (or investigator) will:

e If necessary, interview those involved in the matter and those complained of, allowing them to
be accompanied if they wish.
e Keep a written record of any meetings/interviews about their investigation.

After their investigation, the Principal will provide a formal written response within 28 business days,
during term time, of the date of receipt of the complaint.

If the Principal cannot meet this deadline, they will provide the complainant with an update and
revised response date.
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6.12

6.13

6.14

6.15

6.16

6.17

6.18

6.19

6.20

6.21

6.22

The response will detail any actions taken to investigate the complaint and explain the decision and
the reason(s) for it. Where appropriate, it will include details of Westminster Tutors’ actions to
resolve the complaint.

The Principal will advise the complainant on how to escalate their complaint should they remain
dissatisfied with the outcome of Stage 1.

If the complaint concerns the Principal, the Proprietor will appoint a suitably skilled Senior Leader
from within the college group (David Game College Ltd) to complete all the actions at Stage 1.

Complaints about the Principal must be addressed to the Proprietor, David Game, at
complaints@westminstertutors.co.uk.

If the complainant is dissatisfied with the outcome at Stage 1 and wishes to take the matter further,
they can escalate the complaint to Stage 2 — a Complaints Panel will be formed of three impartial
Senior Leaders from the independent sixth form sector or other relevant professionals of good
standing, or members of the Governance Advisory Board. This is the final stage of the complaints
procedure.

A written request to escalate to Stage 2 must be made by emailing
complaints@westminstertutors.co.uk within 15 business days, during term time, of receipt of the

Stage 1 response.

The Principal will record the date the complaint is received and acknowledge receipt of the complaint
in writing (either by letter or email) within five business days during term time.

Requests received outside this time frame will only be considered if exceptional circumstances apply.

The Principal will write to the complainant to inform them of the meeting date. They will aim to
convene a meeting within 28 business days, during term time, of receipt of the Stage 2 request. If
this is not possible, the Principal will provide an anticipated date and keep the complainant informed.

If the complainant rejects the offer of three proposed dates without good reason, the Principal will
decide when to hold the meeting. It will then proceed in the complainant’s absence based on written
submissions from both parties.

The Complaints Panel will have no prior involvement or knowledge of the complaint. Before the
meeting, they will decide who will act as the Chair. The committee will decide whether to deal with
the complaint by inviting parties to a meeting or through written representations. The panel will be
sensitive to the complainant’s needs.
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6.23

6.24

6.25

6.26

6.27

6.28

6.29

6.30

6.31

6.32

If the complainant is invited to a meeting, they may bring someone to support them. This can be a
relative or friend. Generally, we do not encourage either party to bring legal representatives to the
Complaints Panel meeting.

However, there may be occasions when legal representation is appropriate. For instance, if a college
employee is the subject of a complaint, they may wish to be supported by a union or legal
representation.

Note: Complaints about staff conduct will not generally be handled under this Complaints Procedure.
Complainants will be advised that any staff conduct complaints will be considered under staff
disciplinary and grievance procedures, if appropriate.

Representatives from the media are not permitted to attend.

At least ten business days, during term time, before the meeting, the Principal will:

e Confirm and notify the complainant of the date, time, and venue of the meeting, ensuring that,
if the complainant is invited, the dates are convenient to all parties and that the venue and
proceedings are accessible.

e Request copies of any further written material to be submitted to the committee at least ten
college days before the meeting.

Any written material will be circulated to all parties at least five college days, during term time, before
the meeting date. The Panel will not usually accept, as evidence, recordings of conversations that
were obtained covertly and without the informed consent of all parties being recorded.

The Panel will also not review any new complaints at this stage or consider evidence unrelated to the
initial complaint to be included. New complaints must be dealt with from Stage 1 of the procedure.

The meeting will be held in private. Electronic recordings of meetings or conversations are generally
not permitted unless a complainant’s disability or special needs require it. Prior knowledge and
consent of all parties attending must be sought before meetings or conversations occur. Participants’
consent will be noted in any minutes taken.

The Panel will consider the complaint and all the evidence presented. The Panel can:

e Uphold the complaint in whole or in part.
e Dismiss the complaint in whole or in part.

If the complaint is upheld in whole or in part, the Panel will:

e Decide on the appropriate action to be taken to resolve the complaint.
e Where appropriate, recommend changes to the college’s systems or procedures to prevent
similar issues in the future.
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6.33

6.34

6.35

6.36

6.37

6.38

6.39

The Chair of the Complaints Panel will provide the complainant and Westminster Tutors with a full
explanation of their decision and the reason(s) for it, in writing, within 15 business days, during term
time.

As part of its written outcome, the Complaints Panel will consider whether there is an appropriate
external body with jurisdiction to consider the matter. Where such a route exists, the Panel will
identify the relevant body, explain the nature of the available referral or appeal, and provide
information about any applicable procedure or time limit.

If timescales overlap college holidays, i.e., are outside of term time, then the dates and timeframes
stated above will be extended by the length of the holiday duration.

Stage 2 is the final stage of Westminster Tutors’ internal complaints procedure. Westminster Tutors
is a privately funded further education college.

There is no general external education complaints body or ombudsperson with jurisdiction over all

complaints concerning Westminster Tutors. Where an external body has jurisdiction, the Stage 2

outcome will identify the appropriate route. Depending on the nature of the complaint, this may

include:

e The Information Commissioner’s Office for data protection matters;

e The Equality Advisory and Support Service, or the courts, for alleged unlawful discrimination;

e The relevant awarding body or Ofqual for matters concerning qualifications, examinations, or
assessment administration;

e The local authority, children’s social care, the Local Authority Designated Officer, or the police for
safeguarding matters;

e Citizens Advice Consumer Service, Trading Standards, alternative dispute resolution where
available, or the courts for contractual, fee, or consumer matters.

Westminster Tutors will provide reasonable administrative support to enable the complainant to
pursue an appropriate external referral or appeal. This may include providing a copy of the Panel’s
decision, relevant correspondence, and other documents considered during the complaints process,
subject to data protection, confidentiality, safeguarding, and legal restrictions.

Westminster Tutors cannot guarantee that an external body will accept or investigate a complaint
and will not normally prepare the complainant’s case, provide legal advice, or act as their
representative. Any external referral or appeal remains subject to the jurisdiction, eligibility
requirements, procedures, and time limits of the body concerned.
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7.1 Westminster Tutors wants to resolve the complaint at each stage in the procedure. If appropriate,
we will acknowledge that the complaint is upheld in whole or part. In addition, we may offer one or
more of the following:

e An explanation.

e An admission that the situation could have been handled differently or better.

e An assurance that we will try to ensure the event complained of will not recur.

e An explanation of the steps that have been or will be taken to help ensure that it will not happen
again and an indication of the timescales within which any changes will be made.

e An undertaking to review college policies considering the complaint.

e An apology.

8.1 If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing.
Year Formal Complaints Received Resolution Stage 1 or 2
2018-19 0 N/A

2019-20 0 N/A

2020-21 0 N/A

2021-22 0 N/A

2022-23 0 N/A

2023-24 0 N/A

2024-25 0 N/A

* Informal Complaints Recording Implemented in 2025-26

Year Informal Concerns Formal Complaints Resolution Stage 1 or 2

2025-26 1 0 Before Stage 1
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Please complete and return to the Principal.

COMPLAINT FORM

(If your concern is specifically about the Principal, please submit the form to the Proprietor, David Game, at

complaints@westminstertutors.co.uk.)

Basic details

Your name

Student’s name

Relationship to the
student

Address

Email address

Daytime contact number

Mobile number

What is your complaint about? Indicate (x) those that apply.

Health and safety/safeguarding SEN/D
Curriculum or Assessment Pastoral Care
Staff or Teachers UCAS
Behaviour Careers

Other (please state):

Please give a brief description of your complaint:

How have you already expressed your concern to the college?

What did the college do to address your complaint? (Who, What, Where, How, When):

Name of the person who originally considered your concern or complaint:

What actions will resolve the problem now?:

Signature

Name

Date
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Appendix Il: Complaints Flowchart

eInformal concern
*Try to resolve with staff member or teacher directly

*Formal complaint

eSubmit in writing to complaints@westminstertutors.co.uk
eAcknowledgement within 5 working days (term time)
eFull written response within 28 working days

*Panel of 3 impartial professionals
eWritten request within 15 working days of Stage 1 response
eMeeting/hearing within 28 working days
eWritten outcome within 15 working days
*The Complaints Panel will identify any appropriate external body to which the matter may be referred or
appealed.
J

eExternal Referral

eWestminster Tutors will provide reasonable administrative support to enable the complainant to pursue
an appropriate referral or appeal.

Ownership and consultation

Document author (name) ‘ Sean Doherty, Principal

Audience

Audience Principal, college staff, teachers, students, parents, and the Chair of the
GAB

Version control

Implementation date September 2024

Reviewed dates: September 2025
August 2026

Next Review date September 2027
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