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COMPLAIN	PROCEDURE	
	

If a complaint is made by a student towards a member of the administration or academic staff, the 
Academy will formally deal with the situation as follows:  

Firstly, students must be made aware that minor issues (eg; too much/not enough explanation or 
small personality clashes) should be addressed to the member of staff before taking any other 
action. However, if an individual or a group of students feel they cannot do this and come to the 
ADOS or DOS to complain about a teacher, or to the Director of Administration (DOA) to 
complain about a member of the admin staff, their complaint will be logged and the student(s) are 
told that the member of staff will be informed.  

Then the DOS/DOA will talk informally to the staff member to hear their side of the story. 
As a follow up in the case of an academic complaint, the DOS will drop into the class to see if there 
is any justification for the complaint.  

The DOS/DOA will complete this and respond to the student within 10 working days.  

If it is clear that students have a case then the DOS/DOA will give the staff member a notice of 
improvement in an informal meeting. The staff member will also be given special support to deal 
with shortcomings in their work, which they are obliged to take note of. Subsequently, there will be 
more observations by the Director and if things are evidently improving and students seem satisfied 
then the matter will be considered closed.  

If, however, it is clear that the teacher has not improved then, the DOS/DOA will proceed with the 
standard disciplinary process and set up a Disciplinary Meeting for under-performance to take place 
five days hence or more. The staff member will be invited to take somebody to the meeting but we 
are not obliged to accept a legal representative. Accompanying this Disciplinary Meeting will be a 
1st Letter of Warning, which will include clear areas that need to be addressed and a timescale in 
which this should be achieved. The staff member will have 5 days to appeal. Appropriate staff 
support will be provided.  

If, after this 1st Warning, matters do not improve then a 2nd disciplinary meeting will be set up and 
supplemented by a 2nd Letter of Warning, following the same time scale and conditions as the 1st 
meeting. This 2nd letter of Warning will be the final Letter of Warning. The staff member will have 
5 days to appeal. More staff support will be provided.  

If there is no improvement a 3rd Disciplinary Meeting is arranged with the 5 days’ formal notice: 
during this meeting the staff member will be notified of their dismissal on the grounds of 
professional incompetence. The staff member will be given three months to appeal.  

•Critical Cases: If the complaint is serious, the DOS/DOA will discuss the matter immediately 
with the owner. The staff member will be formally interviewed and removed for their own sake and 
the general good. The staff member may be placed into another area of the organisation. Work 
review by the DOS/DOA will follow so as to ensure that the staff member is not having problems. 
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However, if it is clear that the students had a case, then the above procedures will be followed. If 
the complaint has not been dealt with satisfactorily by the Academy, the complaint can be followed 
up independently with either: http://www.britishcouncil.org/accreditation-students-
complaints.htm for the EFL department http://www.the-bac.org/complaints for the Further 
Education department  
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