	Do you have something to say?



	Tell us
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If you have something to tell us about the service we have provided, 
we’d like to hear from you.  Together we can make a difference.
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What is NIACE?

NIACE (National Institute of Adult Continuing Education) exists to encourage more and different adults to engage in learning of all kinds.  We campaign for – and celebrate the achievements of – adult learners in all their diversity. NIACE is the largest organisation working to promote the interests of learners and potential learners in England and Wales.  We are a non-governmental organisation working for more and different adult learners.

NIACE works to support an increase in the total numbers of adults participating in formal and informal learning in England and Wales and we also want to ensure that the quality of their learning experiences is the highest possible. In particular, NIACE aims to: 

· encourage adults - especially people whose skill levels are low, who are unemployed or low-paid or who have few or no qualifications - to participate in learning and spread positive motivational messages about learning;


· encourage providers to engage the most isolated and excluded learners in activities that develop social and employment skills, confidence and ambition; and


· support educational providers in developing high-quality provision for adults.

We want to hear from you, whether it’s a comment or complaint.  That’s how we can get better at what we do.


What can I make a comment or complaint about?

NIACE aims to be an outstanding adult education organisation, providing high-quality services to our customers.  However, sometimes we make mistakes.  It is important for us to know what people think of our services so we welcome your feedback and comments.
You can make a comment or complaint if you think we should know about it.  This could include telling us if we have:

· done something well

· done something wrong or badly

· not done something we should have done

· not delivered a service within the time we promised

· not followed the correct procedure or policy

· or if you feel we could improve our service in any way.

It would help us if you could contact us as soon as possible.  That way we can take action.
If you tell us about something we have done particularly well, we will make sure that the comments will be passed onto everyone concerned.

If you want to complain that a service provided by us has not been satisfactory then we will investigate this.
How do I make a comment or complaint?

You can:

· write to Helen Prew, (Policy and Communications Officer) in the Chief Executive’s Office using the form at the back of this leaflet

· telephone Helen Prew on 0116 2044 255

· e-mail us at feedback@niace.org.uk 
· Minicom: +44 (0)116 2556049
How will NIACE deal with my comment or complaint?

We will aim to act swiftly.  

The comments or complaints procedure has three stages.  Sometimes we may want to move straight to Stage 3 for serious complaints.
	Stage 1



	We will try and sort out your comment or complaint immediately.  

If this is not possible, we aim to acknowledge your Stage 1 comment or complaint within five working days and send you a full written response within two weeks.  

This letter will explain the reason behind the problem, the action taken to rectify the problem and any further action which will be taken to ensure it does not happen again.  We will log your comment or complaint.  

All comments and complaints are looked at regularly by the Directors to help improve what we do.




	Stage 2



	If your comment or complaint is going to take a longer time to investigate, or is more serious, we will write to you within five working days advising you of this.  

This letter will include a contact name and telephone number and advise you of the date by which you should receive a response to your comment or complaint, and who is dealing with it.  

Finally, as before, we will write and explain the reason behind the problem, the action taken to rectify the problem, and any further action which will be taken to ensure it does not happen again.




	Stage 3



	If you are not happy with our response at Stage 1 or Stage 2, or if the comment or complaint is more serious, it will be passed on to the Director.  

Your comment or complaint will be acknowledged within five working days, and will be investigated.  
If your comment or complaint is going to take a longer time to investigate, or is more serious, we will write to you within five working days advising you of this.  
This letter will include a contact name and telephone number and advise you of the date by which you should receive a response to your comment or complaint.  

A full written response will be sent to you within two weeks.  This letter will explain the reason behind the problem, the action taken to rectify the problem, and any further action which will be taken to ensure it does not happen again.




Who can help me make a comment or complaint?

If you need any help in making a comment or complaint, you can contact Helen Prew, Policy and Communications Officer, who will be pleased to help you in making your comment or complaint by writing it down and explaining our procedures.

On the next page is a comments or complaints form.  You can either complete this form and return it to Helen Prew, or use the contact details above to call us or to send us your comment or complaint in the way you prefer.

What can I do if I still feel that you have not dealt with my comment or complaint properly?

If you are not satisfied with our response at Stage 3, you should write to the Chair of the Company Board, care of NIACE, (address at the back of this leaflet).  We will refer your comment or complaint to the Company Board who may ask you to come to a meeting to hear your comment or complaint in person.  You can bring someone along to support you.  We aim to acknowledge your letter within five working days.  The Chair of the Company Board will hear your comment or complaint within two months.  We will send you a full written response within two weeks of the panel meeting.

We will give you more details about this if your comment or complaint reaches this stage.  The decision of the Chair of the Company Board is final.
The Charity Commission

If your comment or complaint is about the conduct of the organisation in its charitable role you can complain to the Charity Commission.

People sometimes feel they have cause to complain about charities. They often look to the Charity Commission, as the regulator for charities in England and Wales, to take up their complaints. The Commission in its turn, as the body with responsibility by law for investigating and checking abuses involving charities, relies to a considerable extent on the vigilance of charity staff and trustees and the public to bring misconduct or serious mismanagement to its attention.

The Commission's powers of intervention are specifically designed for use in circumstances where there is some grave, general risk to a charity's interests and are designed principally to protect the charity and its assets. Complaints that the Commission will take up as regulator are, generally speaking, ones where there is a serious risk of significant harm or abuse to the charity, its assets, beneficiaries or reputation; where the use of our powers of intervention is necessary to protect them; and where this represents a proportionate response to the issues in the case.  For further information visit: http://www.charity-commission.gov.uk/index.asp. 
Comments or Complaints Form

Data Protection

The National Institute of Adult Continuing Education (NIACE) is registered under the Data Protection Act 1998 (Registration Number Z7412510). Personal information supplied to NIACE will be stored securely and used in relation to NIACE’s work. Full details of the purposes for which NIACE process personal information, is in our Data Protection Register entry, which can be found on the Information Commissioner’s website, www.informationcommissioner.gov.uk. At no time will we divulge personal information to third parties without your express consent. 
	Your name:
	……………………………………………………………………………..

	Your address:


	………………………………………………………………………………

………………………………………………………………………………

………………………………………………………………………………

………………………………………………………………………………



	Your contact phone numbers:
	Work:  ………………………………………………

Home:  ………………………………………………

Mobile: ………………………………………………

	What is the best time to contact you?
	……………………………………………

	Your e-mail address:
	………………………………………………


	Please tell us about your comment or complaint.  

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

 (Please continue on a separate piece of paper if necessary.)

	Have you contacted us before about your comment or complaint?



Yes: (

No: (


	If ‘Yes’, please give details of the response you received, (including who responded and when).

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………



	How would you like us to sort out your comment or complaint?

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………

………………………………………………………………………………………………………………


	Your signature: ………………………………….
	Date: ………………………………………………….


	Monitoring Information



	Completion of this form is voluntary, but your answers to these questions help us check that we are treating all groups fairly.  This information is strictly confidential and we will only use it for monitoring purposes.  


	Are you………?

	Female (
	Male (

	

	Ethnicity
	
	
	

	Asian or Asian British
	
	Black or Black British
	

	Bangladeshi
	(
	African
	(

	Indian
	(
	Caribbean
	(

	Pakistani
	(
	Other Black or Black British 
	(

	Other Asian or Asian British (please give details)
	(
	(please give details)
	

	
	
	
	

	Chinese
	(
	Dual Heritage
	

	
	
	White and Black African
	(

	White
	
	White and Black Caribbean
	(

	White British
	(
	Other Dual Heritage 
	(

	White European 
	(
	(please give details)
	

	White Irish
	(
	
	

	Other White 

(please give details)
	(
	Other (please give details)
	(

	
	
	
	

	Disability

Do you consider yourself to have a disability or disabling condition (e.g. hearing impairment, dyslexia)?
	Yes (



	No (


	Age Range
	
	

	Are you …
	16-25 
(
	55-64 
(

	
	26-35 
(
	65-74 
(

	
	26-45  (
	75+ 
(

	
	46-55 
(
	


Please return your completed form to:

Helen Prew

Chief Executive’s Office
NIACE

FREEPOST NAT9866

LEICESTER

LEI 7ZR

Email: comments@niace.org.uk 
	For office use only
	

	Date we received the comment or complaint:
	







	Who received the comment or complaint:
	







	Date logged:
	







	Comment or complaint reference number:
	








NATIONAL INSTITUTE OF ADULT CONTINUING EDUCATION

Company limited by guarantee no. 2603322, registered charity no. 1002775
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2nd June 2009
This leaflet tells you when and how to make a comment or complaint about NIACE.  In every case we will be pleased to hear from you and will use the information you give us to improve our services. 
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