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Adult and Community Learning Compliments and Complaints Process

Stoke-on-Trent City Council actively encourages all learners to feedback about its services.
Please let us know if you are not satisfied, or have a suggestion about how we could do things
differently. We also welcome comments and compliments.

We are committed to:
» dealing with complaints and comments quickly and effectively and in the strictest confidence
* using complaints, comments and compliments to review and improve our services

If you feel that we have got it wrong or have given you a poor service tell the member of staff or
their supervisor as this can often be the quickest way of sorting things out. They will not treat your
comments as a formal complaint (unless you ask them to) but they will use your comments and
take appropriate action, or give you information.

If you do not want to do this or are unhappy with the response you get, you can make a complaint.
How to complain

Stage 1

You can make a complaint either in person, by phone, in writing or by email, or, you can fill in the
Customer Feedback Form online. Your complaint will be acknowledged in writing within two
working days and you will be given information about who is dealing with your complaint. We aim
to respond to you within 10 working days. If the complaint is more complicated we may take longer
to sort it out but we will keep you informed.

Stage 2

If you are still not happy, you can ask to have the matter investigated by an independent
investigator within the council. You need to request this within 10 working days of receiving your
Stage 1 complaint response. This review will be conducted by a Complaint Investigation Officer
together with a senior manager not involved in the original complaint. We will acknowledge your
complaint within two working days and reach a decision within 20 working days. To request a
Stage 2, please outline in writing the reasons why you are still dissatisfied and the outcome you
require. This should be sent to the Customer Feedback Team, Floor Two, Civic Centre, Stoke-on-
Trent ST4 1HH or by email to:- customer.feedback@stoke.gov.uk.

Stage 3

If you have been through stages 1 and 2 and are still not satisfied, you can contact the
Department for Education (DfE) Access the Customer Help Portal - Customer Help Portal

Alternatively, you can write to:

Compliments, Comments and Complaints V2.0 4/08/25 Adult and Community
Learning


mailto:customer.feedback@stoke.gov.uk
https://customerhelpportal.education.gov.uk/access-the-enquiry-portal/

Stoke-on-frént

Confidentiality

Complaints will be dealt with in a confidential manner that is respectful to both the complainant
and the respondent. Reasonable steps will be taken to protect personal information from loss,
unauthorised access, use, disclosure or any other misuse during the complaint handling process.

Next Review date: August 2026

Compliments, Comments and Complaints V2.0 4/08/25 Adult and Community
Learning






Accessibility Report





		Filename: 

		ACL Complaints and Compliments Procedure.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 2



		Passed manually: 0



		Failed manually: 0



		Skipped: 5



		Passed: 25



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Needs manual check		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Needs manual check		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Skipped		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Skipped		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Skipped		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Skipped		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Skipped		Appropriate nesting










Back to Top

