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Complaints Policy and Procedure

Version: 1.07 Last updated: July, 2026 - Next Review: July 2027

Purpose

This document sets out how to raise a complaint at Chase Business School and
outlines the procedure we follow to address it.

Introduction

Chase Business School is committed to its duty of care to learners and to delivering
high-quality service. We welcome all feedback — it helps us continuously improve.

Definition of a Complaint

A complaint is a communication in which someone expresses dissatisfaction with a
particular situation or service.

Examples include:

e A failure to provide a service

e Inadequate quality or standard of service

e Incorrect information about academic programmes
e Issues with facilities or learning resources

e Barriers to assessment access

e The conduct or behaviour of a member of staff
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How to Raise a Complaint

Complaints should be submitted in writing, either:

By post:
Support Services, Chase Business School, Queensbury House, 106 Queens Road,
Brighton BN1 3FX

Or by email:
support@chasebusinessschool.com

Please include the word “Complaint” in the subject line or letter heading and provide as
much detail as possible - for example, copies of relevant emails, call records, letters, or
screenshots.

If a complaint is raised in person or over the phone, the individual will be asked to
confirm the details in writing.

Complaint Handling Process

When a complaint is received, we will follow the steps below:
Complaint acknowledged

We will acknowledge the complaint in writing within 3 working days.

Complaint reviewed

The matter will be reviewed by a member of the Management Team or a Director. If
needed, a more detailed investigation will be carried out following our formal
investigation procedure.

Response issued

We aim to respond in writing within 28 working days of receiving the complaint. If action
is being taken, we'll explain what that involves.

Action taken or planned

Any corrective or preventative steps will be communicated to the complainant where
appropriate.
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Notifying regulators

If the issue may cause an Adverse Effect - for example, involving potential fraud or
qualification integrity - we are required to report it to the relevant regulatory bodies
immediately. Chase Business School will cooperate fully in such cases.

Recording the complaint

All complaints are recorded in our internal database to ensure an audit trail is
maintained.

Please note: If a complaint is under active review, we may temporarily pause access to
learning platforms or tutor support. If this happens, we will extend the learner’s deadline
or support period so they are not disadvantaged.
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