Signs of God Complaints Procedure Church Colleges Certificate in Ministry

(CCCM) (only)

If you think you have a complaint about Signs of God, in relation to the CCCM course at
University of Chester, please read this information

1. The Complaint

A complaint may be made where someone feels that the Signs of God Aims and
Objectives (as written in the ‘Working Practices Document’) have not been followed at a
Signs of God organised event or activity.

No responsibility can be taken for events other than those organised and delivered by
Signs of God.

Complaints that do not relate to the Aims and Objectives will be returned and more detail
requested.

A complaint can be made in English or BSL, recorded (e.qg. letter, video or electronic
format) or in person.

Complaints must include full contact details of who is complaining. Anonymous
complaints will not be investigated.

Complaints should be sent to :

The Administrator

Signs of God 1 Saxon Way, Bradley Stoke, Bristol BS32 9AR

(For Church Colleges’ Certificate in Ministry, complaints may be sent to
Wayne Morris, Chester University)

Complaints should be made as soon as possible after the event; this should be within 6
weeks unless there are special reasons why it couldn’t be done in this time.

When received all complaints will be logged.

All complaints will be acknowledged by letter or recorded in BSL, as appropriate, within
10 working days.

All complaints will initially be investigated at a local level.

At any time should the investigation uncover information that suggests a complaint of a
serious nature the decision may be taken to pass the complaint directly to an external
body for investigation. If this decision is taken all involved parties will be informed in
writing.

2. Initial Investigation

The Administrator will investigate the complaint to the best of their ability. This will always
involve contacting all relevant parties and where necessary may include input from other
Signs of God Members or Trustees, professionals or independent professional bodies.

At this stage it may be clear that the complaint can be dealt with quickly by a simple apology
or clarification by Signs of God.

Where complaint relates to partnering organisation (e.g. organisation purchasing the training)
it will be passed directly to that organisation.
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* The [Administrator] will endeavour to provide a full response to the complaint within 28
working days, in an appropriate format.

3. Further Investigation

Further investigation may be automatically undertaken for complex or serious complaints,
and the complainant will be informed of this.

If for any reason the complainant is not satisfied with the initial investigation they should
then contact the Chair. This can be in the form of a letter or recorded media and should
explain in detail any areas of the initial investigation that do not satisfy the complainant,
and why.

Any such complaints will be acknowledged in an appropriate format, within 5 working
days.

The Chair or Secretary will conduct a further investigation of the complaint.

A panel will be convened of a minimum of three persons to investigate the complaint.
This panel shall consist of the Chair or Secretary, another Trustee and one other
individual appropriate to the nature of the complaint. This may be the Administrator or an
independent individual with relevant experience. At least one member of the Panel will
be Deaf.

The initial investigation will be re-examined and all concerned parties may be contacted
to confirm, or provide further, information. In addition the following may be contacted as
appropriate:

Members or Trustees not directly involved with the complaint
Independent professional bodies or individuals

A full response will be made either by the Chair or the Secretary within 28 working days,
in an appropriate format.

3. External Investigation

If for any reason the complainant is not satisfied with the further investigation they should
again contact The Chair requesting that the complaint is passed to a relevant external
body.

Complaints that cannot be settled through the above procedure will be passed to the
relevant external body. All involved parties will be informed in writing.

Documentation regarding the initial and further investigations, as well as any previous
correspondence, will be made available to the external body undertaking the
investigation.
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