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ADVICE LINES Complaints Policy & Procedure



The Advisory Centre for Education (ACE) Limited is a registered charity, and provides advice and information by telephone, website and in our publications.  We do not provide advice by email or letter, except for parents who state they have a disability. ACE also offers training and publications for sale. Advice and information are offered on all matters relating to state-funded education in England and Wales for parents or carers of children of statutory school age (5-16).

Enquiries on matters outside ACE's area of expertise are dealt with where possible or callers may be signposted to other organisations. Advice by telephone is provided free of charge.

ACE aims to provide a professional service within the constraints of staffing, time and funding. Advice workers receive initial and continuing in-service training. ACE accepts however, that members of the public may sometimes be unhappy with the service they have received.

We Care About What You Think

We welcome comment and feedback from users of ACE’s services. Complaints and feedback are used to improve the services we provide and are fed into ongoing staff training.

All advisers are trained on how to handle complaints as part of their induction programme.

Help with making your complaint

If you need help with making a complaint about ACE, we will try to signpost you to an appropriate organisation, for example your local Citizens Advice Bureau (CAB).
Our promise To You

· We will deal with your concern or complaint honestly, politely and in confidence.

· It will be looked into thoroughly, fairly and as quickly as possible.

· We will keep you up to date with what we are doing.

· We will apologise if we have made a mistake.

· We will tell you what we are going to do to put things right.

Procedure for Complaints
Stage 1

If, during a call, you are unhappy with the advice we have given you, or if there is tension between you and an adviser, you or the adviser may suggest you call back to speak to another adviser. If this is not possible or you do not wish to call back, the adviser will take your details and pass them to the Head of Advice. The Head of Advice or Senior Adviser will then ring you back. This will be done on the same day where practical and within a maximum of three working days.

If you have any concerns or complaints about ACE, you are invited to contact the Head of Advice, as detailed below, who will discuss your concern with you and attempt to resolve your complaint informally. If this is difficult for you, a friend or adviser can speak to us on your behalf. Most concerns or complaints can be dealt with quickly either by putting things right or explaining our actions to you.

You can contact the Head of Advice by telephone on 020 7704 3370, or by email: enquiries@ace-ed.org.uk.

Stage 2

If you are still unhappy, you will be sent a copy of this Complaints Procedure and advised of your rights. Our Complaints Procedure exists to make sure we respond to complaints in the best possible way. We aim to resolve complaints as quickly and effectively as possible.

Please contact us with your complaint within 15 working days – this makes it easier to investigate as the details are more readily available, but please bear in mind that ACE offers a confidential service and does not keep records of callers’ names or addresses, or detailed notes on your call.

Please provide full details of your complaint and enclose copies of any supporting documentation. Please give as much detail as possible, including relevant dates and times of calls. The more information you can provide, the easier it will be for ACE to fully investigate your complaint. 
Please write to:

Head of Advice 
Advisory Centre for Education (ACE) Ltd.

1c Aberdeen Studios
22 Highbury Grove
London N5 2DQ

If you would prefer to email your complaint, please send it to the Head of Advice at enquiries@ace-ed.org.uk and mark the header as a complaint.
ACE will acknowledge receipt of your complaint within 5 working days.

The Head of Advice will fully investigate your complaint, so please let us know when and how you would prefer to be contacted.

You will receive a written reply within 15 working days of receipt of your complaint. 

In our response we will tell you of any action we propose to take in response to your complaint, or our reasons for not taking any further action.

Stage 3

If you feel you have not had a satisfactory response from the Head of Advice you are invited to write to the Chief Executive within 15 days of the receipt of our reply, to explain your position. If we have not heard from you by then we will assume that you do not want to take things further.

Please address your letter to: 

Chief Executive  

Advisory Centre for Education (ACE) Ltd
1c Aberdeen Studios 
22 Highbury Grove

London N5 2DQ
The Chief Executive will investigate your complaint and, if appropriate, consult over the action to be taken. You will receive a reply from the Chief Executive within 15 days of the date of your letter. The Chief Executive’s  decision is final.

Recording and Monitoring Complaints

Complaints are recorded and kept centrally by the Head of Advice for three years.

All complaints are filed confidentially in line with ACE’s Confidentiality Policy.

Details of complaints and any actions taken on them are reported to the quarterly to the CEO. 
Publicising the Policy and procedure

This policy is available on ACE’s web site and by request from the ACE office. All users of ACE’s services who raise concerns will be informed of this policy and will be offered a copy.

This policy forms part of the training and induction folder for new ACE advisers. 
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