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KSOE Complaints and Grievances Policy and Procedures
1. Purpose of the Policy
This policy is designed to provide a clear and fair process for resolving complaints and grievances that may arise within the school community. The goal is to address concerns promptly and equitably to maintain a positive and productive learning environment.
2. Scope
This policy applies to all students, staff, and stakeholders associated with the Killarney School of English 
3. Types of Complaints and Grievances
Complaints may include, but are not limited to:
· Teaching quality or methods
· Course content or delivery
· Classroom environment or facilities
· Behaviour of staff, teachers, or other students
· Administrative or financial issues
· Bullying, discrimination, or harassment
4: Internal Grievance Procedure

1. Informal Resolution
Before submitting a formal complaint, students and staff are encouraged to address the issue informally. This might involve:
· Discussing the issue directly with the person involved (teacher, staff member, or peer).
· Speaking with the Designated Liaison Person: Nicola Bradwell, Director of Studies, to resolve the matter.
2. Formal Complaint Procedure
If the issue cannot be resolved informally, a formal complaint may be submitted. The process is as follows:


1. Submission of Complaint:
. Complaints should be submitted in writing, either using the complaints/grievances form or via email to the DOS or MD.  The complaint should include:
1. The nature of the complaint or grievance.
1. Relevant details (e.g., dates, names, incidents, etc.).
1. Any steps taken to resolve the issue informally.
2. Acknowledgment:
. Upon receipt of a formal complaint, the DOS or MDl will acknowledge it within 3 business days.
3. Investigation:
. The DOS/MD will investigate the complaint thoroughly, which may involve gathering statements from relevant parties, reviewing records, and ensuring all sides are heard.
4. Resolution:
. Following the investigation, the school will determine an appropriate resolution. This may involve corrective action, mediation, or other remedies depending on the nature of the complaint.
5. Response:
. A formal response will be provided to the complainant within 5 business days, outlining the findings of the investigation and the steps that will be taken to address the issue.
3. Appeal Process
If the complainant is dissatisfied with the outcome or the way the complaint was handled, they may appeal the decision. The appeal should be submitted in writing to the MD outlining the grounds for appeal. If the appeal is deemed unsuccessful and the complainant feels they need to turn to an external organisation, they should send a written appeal to: 


Quality and Qualifications Ireland, 26/27 Denzille Lane, Dublin 2 D02 P266 
4. Confidentiality
All complaints and grievances will be handled with the utmost confidentiality. Information will only be shared with those directly involved in resolving the matter.
5. Protection Against Retaliation
The school ensures that no student or staff member will face retaliation for submitting a complaint or grievance in good faith. Any instance of retaliation should be reported immediately.
6. Record Keeping
All complaints and grievances, along with the resolutions, will be documented and kept in the school’s records for future reference and quality assurance purposes.
5.External Grievance Procedure
If the internal process does not resolve the issue, the complainant may escalate externally.
1.  For Students
Students may contact:
· Quality and Qualifications Ireland (QQI)
(if the school is QQI-accredited) 
· Accreditation and Coordination of English Language Services (ACELS)
(if applicable) 
· EEI (English Education in Ireland) 
· Consumer Protection Bodies (for service-related complaints) 
2. For Staff
Staff may contact:
· Workplace Relations Commission (WRC)
For employment disputes, unfair dismissal, or workplace issues 
· Labour Court (Ireland)
If the issue escalates beyond WRC 

3. Other External Options
· Legal advice 
· Mediation services 
· Relevant professional or regulatory bodies 
4. Cooperation with External Bodies
The school will:
· Fully cooperate with investigations 
· Provide requested documentation 
· Implement recommendations where appropriate 
5. Record Keeping
· All complaints will be documented and stored securely 
· Records will be kept in line with GDPR requirements 
· Data will only be shared on a need-to-know basis 
6. Non-Retaliation Policy
No person will be penalised for making a complaint in good faith. Any retaliation will be treated as a serious disciplinary matter.
7. Review of Policy
This policy will be reviewed annually to ensure it remains effective and fair. Any amendments will be communicated to students and staff.
Conclusion
A clear and accessible complaints and grievances policy is vital to maintaining trust, fairness, and transparency within the school community. Ensuring that all concerns are addressed in a timely and just manner helps foster a positive learning environment.
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