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1.Introduction

BSC Education is committed to delivering high quality English language teaching and
exceptional student support across all our schools. We aim to create a safe, inclusive, and
supportive learning environment where all learners, parents, agents, homestay providers, and
stakeholders feel respected and valued.

While we strive for excellence, we recognise that concerns or dissatisfaction may occasionally
arise. This policy provides a clear and transparent framework for raising and resolving
complaints in a fair, timely, and consistent manner. All complaints will be handled with
professionalism, sensitivity, and confidentiality.

2.Purpose & Objectives

The purpose of this policy is to:

Provide a structured and accessible route for raising concerns.

Ensure complaints are handled courteously, objectively, and without prejudice.

Resolve issues as quickly as possible, ideally at the earliest stage.

Ensure that all team members understand their responsibilities in responding to complaints.
Support continuous improvement across all areas of BSC Education by identifying issues
and learning from them.

3.Scope

This policy applies to all current and recent students (within the past 6 months) and to other
stakeholders including:

Parents or guardians

Agents

Homestay hosts

External partners

Visitors and members of the public interacting with BSC Education services

Complaints may relate to:
* Quality of teaching or academic support
e Accommodation, welfare, or safeguarding concerns
e Customer service or administrative processes
Conduct or behaviour of team members or other students
Facilities, equipment, or resources
Fees, payments, or procedures

Complaints concerning child protection or safeguarding will be managed under BSC
Education’s Safeguarding & Child Protection Policy and may involve external agencies.

4.Definitions

e Comment: General feedback not requiring a formal response.

e Concern: A minor issue raised informally.

e Complaint: A formal expression of dissatisfaction requiring investigation and a written
response.
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5.Guiding Principles

5.1 Accessibility
The process is easy to access, clearly communicated, and available to all stakeholders.
Assistance can be provided to complainants with disabilities or language barriers.

5.2 Fairness and Impartiality
All complaints will be managed objectively. No individual will be disadvantaged for making a
complaint, and retaliation of any kind is strictly prohibited.

5.3 Confidentiality
Complaints will be handled discreetly. Information will only be shared with those who need it to
investigate and resolve the matter.

5.4 Timelines
We will adhere to the timeframes outlined in this policy. If, due to exceptional circumstances,
additional time is required, the complainant will be informed.

5.5 Right to Representation
Complainants may be supported by an authorised representative such as a parent, guardian, or
agent.

6.Submitting a Complaint

Where possible, concerns should initially be raised informally with the relevant team member or
the School Principal. Where this is not possible, or where the complainant wishes to proceed
immediately to a formal written complaint, the complaint must be submitted using the official
BSC Education Complaints Form.

Assistance with completing the form can be provided upon request.

7.Four Stage Complaints Procedure

All complaints must progress sequentially through the four stages unless resolved earlier. Each
stage must be exhausted before escalation to the next.

Stage 1 - Informal Resolution (School Principal)
Response timeframe: Within 2 working days

To resolve concerns quickly and informally where possible, through direct communication with
the School Principal

1.The complainant should raise the concern verbally or informally by email with the School
Principal

2.The School Principal may meet with or call the complainant to clarify the issue.

3.Information may be gathered from relevant team members or students.

4.The School Principal will propose a solution and explain any actions taken.

5.1f the complainant remains dissatisfied, they will be directed to submit a formal complaint
using the Cognito Form.

A verbal and informal written response with details of the resolution. Records of informal
concerns will be kept for monitoring purposes.
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https://www.cognitoforms.com/BSCEducation1/ComplainToBSC

Stage 2 - Formal Investigation (Group Safeguarding & Compliance Lead)
Response timeframe: Within 5 working days
Stage 2 begins once the complainant submits the official complaint via the Cognito Form.

e The complaint is forwarded to the Group Safeguarding & Compliance Lead for investigation.
The Group Safeguarding & Compliance Lead will:

Acknowledge receipt of the complaint

Review all information provided

Conduct interviews with relevant team members or stakeholders

Review relevant policies, procedures, or records

The complainant may be asked for additional information.

Awritten response detailing:
e Findings
¢ Decisions made
e Any actions to be taken
e Opportunities for the complainant to provide further clarification if required

If unresolved, the complainant may request escalation to Stage 3.
Stage 3 - Independent Review (Head of Schools & Admissions)
Response timeframe: Within 5 working days

To ensure an impartial and objective review of the complaint and how it was handled at previous
stages.

1. The complaint and all previous correspondence are referred to the Head of Schools &
Admissions.
2.The Compliance Lead conducts a comprehensive review, including:
e Assessment of procedural fairness
* Review of policies and compliance standards
¢ Examination of how earlier decisions were reached
e Further evidence gathering if necessary
3.The Head of Schools & Admissions may request interviews or clarifications.

A formal written response that may:
e Uphold previous decisions
¢ Recommend further action
e Overturn or amend earlier findings

Where dissatisfaction remains, the complainant may escalate to Stage 4.

Stage 4 - Board Level

Response timeframe: Within 10 working days

To provide the final internal stage of review by BSC Education’s senior governance level.

1. A written request for Stage 4 review must be submitted within 10 working days of receiving
the Stage 3 decision.
2.The complaint is reviewed by a designated Board representative or panel.
3.The Board will:
o Review all documentation and decisions at previous stages
o Consider any additional evidence submitted
o Determine whether the complaint was handled fairly and appropriately

A final written decision, which may include:
¢ Confirmation of previous findings
e Further recommendations or required actions
¢ |dentification of policy or procedural improvements
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8.Right of Appeal

If the complainant remains dissatisfied after Stage 4, they may choose to pursue the matter with
an external body after completing all internal stages. Depending on the nature of the complaint,
this may include:

e English UK

e Accreditation UK (British Council)

e Local trading standards (for consumer-related issues)

Details of relevant external bodies will be provided upon request.

9.Time Limits and Extensions

Complaints should be raised as soon as possible and normally within 30 days of the incident.
Appeals to escalate to the next stage must be made within 10 working days of receiving the
previous decision.

Extensions may be granted where exceptional circumstances apply; the complainant will be
notified.

10.Record Keeping

BSC Education maintains confidential records of all complaints, including:
¢ Nature and date of the complaint

People involved

Investigations undertaken

All written responses

Outcomes and actions taken

Lessons learned and improvement measures

Records are stored securely in accordance with UK GDPR.

The Group Safeguarding & Compliance Lead reviews complaint data regularly.
Trends or recurring issues are reported to senior management and the Board.
Findings are used to improve policies, team member training, and operational procedures.

12. Policy Review

This policy is reviewed annually or sooner where required by:
* |egislative changes
e Accreditation requirements
e Feedback from complaints
¢ Organisational changes
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