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College Complaints Policy and Procedure Document 

 
Creating a comprehensive "College Complaints Policy and Procedure" is 

essential to ensure compliance with statutory laws and provide a transparent 

and effective process for managing complaints in your beauty college. While 

the Health and Safety at Work Act 1974 primarily focuses on health and safety, 

addressing complaints is an important part of maintaining a safe and conducive 

learning environment.  

 

1. Introduction 
 

At East London Beauty Academy, we are committed to providing a high-

quality learning and customer experience. This "College Complaints Policy 

and Procedure" outlines our commitment to compliance with the Health 

and Safety at Work Act 1974 and all additional statutory laws governing 

the management of complaints in our college. 

 

2. Scope 
 

This policy and procedure apply to all individuals associated with East 

London Beauty Academy, including learners, staff, customers, and other 

stakeholders. 

 

3. Principles 

 
3.1. Transparency: We are committed to providing a transparent and 

easily accessible process for individuals to raise and address complaints. 

 

3.2. Fairness: Complaints will be managed fairly, without discrimination, 

and in compliance with statutory requirements. 

 

3.3. Confidentiality: All complaints and related information will be treated 

with the utmost confidentiality and in compliance with data protection 

regulations. 
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4. Statutory Compliance 
 

4.1. East London Beauty Academy will adhere to all statutory laws 

governing the management of complaints, including but not limited to the 

Education (Independent School Standards) Regulations and the Equality 

Act. 

 

4.2. Compliance with the Health and Safety at Work Act 1974 will be 

maintained where applicable. 

 

5. Raising a Complaint 
 

5.1. Learners, staff, and customers are encouraged to raise complaints 

promptly, in writing or by using the designated complaint form. 

 

5.2. Complaints may be submitted in person, via email, or through the 

college's website. 

 

6. Complaint Handling 

 
6.1. A designated staff member or committee will be responsible for 

managing the complaint process, ensuring it follows statutory 

requirements. 

 

6.2. Complaints will be acknowledged within a specified timeframe and 

investigated thoroughly. 

 

7. Resolution and Communication 
 

7.1. The college will seek to resolve complaints in a timely and efficient 

manner, following a fair and impartial process. 

 

7.2. Individuals who raise complaints will be kept informed about the 

progress and outcome of their complaint. 
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8. Appeals 
 

8.1. Individuals who are dissatisfied with the outcome of their complaint 

will have the right to appeal the decision, following a specified procedure. 

 

8.2. Appeals will be considered impartially and fairly. 

 

9. Confidentiality 
 

9.1. Information related to complaints will be treated with the utmost 

confidentiality and in compliance with data protection regulations. 

 

10. Review and Approval 
 

This College Complaints Policy and Procedure will be reviewed regularly to 

ensure its effectiveness and compliance with statutory laws and 

regulations. 

 

11. Communication 

 

This policy and procedure will be communicated to all learners, staff, 

customers, and stakeholders, prominently displayed in the college 

premises, and made available electronically. 

 

12. Review and Approval 
 
This College Complaints Policy and Procedure was last reviewed and approved 

on August 2021. 

 

This "College Complaints Policy and Procedure" document is designed to 

ensure that complaints are managed fairly and transparently, in compliance 

with statutory laws, including the Health and Safety at Work Act 1974. We will  

ensure full compliance with UK laws and regulations and we regularly review 

and update the policy to reflect any changes in our college's practices or the 

regulatory environment.This policy has been approved & authorised. 


