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Complaints Policy & Procedures

We hope you have an enjoyable and positive learning experience with us. However, if you
encounter any issues during your stay (such as with course content, level, teachers, fellow
students, accommodation, etc.), your complaint will be taken seriously.

How to Raise a Complaint

e English Language Tuition:
If you have a problem or questions related to your English language tuition, your first point
of contact should be your teacher. If you are unhappy with the response you receive or feel
unable to speak with your teacher, you should approach the Assistant Director of Studies
(Ben Lodge), the Academic Director (Grace Durighello), or the Principal (Greg Nelson).

e Young Learners Centre:
Students in the Young Learners Centre should speak directly to the Centre Director (Ben
Lodge) with any concerns or issues.

e Accommodation:
For any problems or questions regarding your accommodation, please speak to the
Accommodation & Welfare Officer (Sarah Ling). Depending on the nature of the issue, it
may be necessary to discuss the matter further with the Directors of CELT.

Escalating Your Complaint

If your problem cannot be resolved within the school, you have the option to escalate your
complaint to English UK, the association for accredited English language providers. An
independent ombudsman will then handle your case. Our office staff can provide you with the
contact details.

Please note: CELT cannot accept responsibility for complaints made after the student has left
the school.

Reference:
This Complaints Policy and Procedures document is taken from our ‘Student Charter’.
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