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Complaints Procedure
Introduction

We believe that our Centre provides a good education for all our pupils, and that the Director and other staff work very hard to build positive relationships with all pupils and their families. However, the Centre has procedures in place in case there are complaints by parents, carers, adult pupils, pupils, or by members of the public. The following policy sets out the procedure that the Centre follows in such cases.

Where services are provided by a third party (eg speech therapy, handwriting tuition etc) whether recommended by the Centre or not and whether at the Centre or not, complaints about such services should be addressed to the provider in accordance with their complaints procedure.

If any parent or carer is unhappy with the education that their child is receiving, or has any concern relating to the Centre, we encourage that person to talk immediately to the child’s teacher, or another member of staff with whom they feel comfortable.

If a child has any concerns or complaints, we encourage them to talk to a member of staff directly or through their parent or carer.
If an adult pupil has any concerns or complaints, we encourage them to talk to a member of staff directly.

Aims and objectives

Our Centre aims to be fair, open and honest when dealing with any complaint. 

We give careful consideration to all complaints and deal with them as swiftly as possible.

We aim to resolve any complaint through dialogue and mutual understanding and in all cases we put the interests of the pupil above all other issues. 

We aim to provide sufficient opportunity for any complaint to be fully discussed, and then resolved.
The complaints process

Informal Resolution

If a parent or carer or adult pupil is concerned about anything to do with the education that we are providing at our Centre, they should, in the first instance, discuss the matter with the teacher. Most matters of concern can be dealt with in this way. All teachers work very hard to ensure that each pupil is happy at Centre, and is making good progress; they always want to know if there is a problem, so that they can take action before the problem seriously affects the pupil’s progress.

The teacher will make a brief written record of all concerns and complaints and the date on which they were received.  Should the matter not be resolved within ten Centre days, or in the event that the teacher and the parent or carer or adult pupil fail to reach a satisfactory resolution, then parent or carer or adult pupil may proceed with their complaint in accordance with the procedure for formal complaints.

Where a parent or carer or adult pupil feels that a situation has not been resolved through contact with the teacher, or that their concern is of a sufficiently serious nature, they should make an appointment to discuss it with the Director. The Director considers any such complaint very seriously and investigates each case thoroughly. Most complaints are normally resolved at this stage.

Formal Complaints
Stage 1 Formal Resolution to the Director.

If the concern or complaint has not been resolved informally the parent or carer or adult pupil should put it in writing (or, if the complainant suffers any disability or learning difficulties by an appropriate alternative method e.g. in person or by telephone), stating that a complaint is being made, addressed to the Director who will decide after consideration the appropriate course of action to take. At this point a formal complaint will be registered and acknowledged. Where necessary, the Director will meet with the parent or adult pupil or carer, within ten Centre days of receiving the complaint, to discuss the matter and if possible to reach a resolution at this stage. It may be necessary to carry out further investigations. The Director will keep written records of all complaints, and of meetings held in relation to them. Once the Director is satisfied that all the relevant facts have been established, a response to the parent’s or adult pupil’s or carer’s complaint will be made and the parent or carer or adult pupil will be informed in writing, within ten Centre day of the Director being satisfied that all relevant facts have been established: the nature of the response will depend on the nature of the complaint but it will always give a decision whether and to what extent, if at all, the complaint is justified, and reasons; the response may include actions which the Centre intends to take. A parent or adult pupil or carer who is not satisfied may proceed to the next stage. 

Stage 2 Independent Resolution – the review panel

If Stage 1 has not resolved a complaint satisfactorily, the parent or adult pupil or carer should write within ten Centre days of receipt of the Director’s written decision to The Chair of the Trustees requesting a hearing before the Complaints Panel, who will acknowledge the letter of complaint within five Centre days. 

The Panel will not consider any new areas of complaint which have not been previously raised as part of the complaints procedure. 

The Panel's task is to establish the facts surrounding the complaints that have been made. If then the Panel consider that the complaint is made out, they will uphold the complaint. If the Panel consider that the complaint is not made out, they will dismiss the complaint. They will make these decisions on the balance of probabilities. It is not within the powers of the Panel to make any financial award, nor to impose sanctions on staff, pupils or parents or carers or adult pupils. The Panel may make recommendations on these or any other issues to the Director. 

A Panel of three, consisting of two independent persons (who have not been involved in the complaint up to that point) and one person of standing not connected with the management or governance of the Centre, will be convened to hear the complaint, within twenty Centre days of receipt of the letter of complaint. The Centre Secretary, unless s/he is the object of the complaint, will be present to act as clerk to the Panel. Members of the Panel will have access to all relevant documentation and will be able to ask the Centre and the parent or adult pupil or carer for any other relevant information or documentation. It is intended that the process should not be legalistic. Parents or carers may be accompanied at this meeting by their daughter or son and by one other person (e.g. relative, friend or a relevant specialist). Adult pupils may be accompanied at this meeting by one other person (e.g. relative, friend or a relevant specialist). If possible the Panel will resolve the parent’s or adult pupil’s or carer’s concern without further investigation. Where further investigation is needed, the Panel will decide how to carry out the investigation. After due consideration of all relevant facts, the Panel will give written findings in response to the complaint: the findings will depend on the nature of the complaint but the Panel will always give a judgement whether and to what extent, if at all, the complaint is justified, and the Panel’s reasons; the findings may include recommendations or actions which the Panel requires the Centre to take. The findings of the panel will be final. A copy of the findings will be sent to the parent or adult pupil or carer, Director and any person who is the object of the complaint by electronic mail. Where electronic mail is not appropriate, a copy will be given or sent in the post.
Closure of Complaints

 Very occasionally, the Centre will feel that it needs to close a complaint where the complainant is still dissatisfied. Despite the Centre’s attempts to resolve a complaint, it is sometimes not possible to meet all of the complainant’s wishes and there must be an agreement to disagree. If a complainant persists in making representations to the Centre, then it can be extremely time-consuming and detract from our responsibility to look after all the children in our care. For this reason the Centre is entitled to close correspondence (including personal approaches, telephone calls, letters or emails) on a complaint where the Centre feels it has taken all reasonable action to resolve the complaint and the complaint has exhausted our official process. Where a complainant tries to re-open the issue with the Centre after the complaints procedure has been fully exhausted and the Centre has done everything it reasonably can in response to the complaint, then the Director (or other appropriate person in case of a complaint about the Director) will inform the complainant that the matter is closed. Where the concern suggests that the Centre is not meeting a regulatory requirement it will be referred to the Department for Education (DfE).
Time Frames
Where a complaint is received in the week prior to or during a Centre holiday, it will be deemed to have reached the Centre on the first full Centre day following its arrival.  A Centre day is a day Monday to Friday during the Centre’s term dates which is not a bank holiday.
Receipt of any written communication is deemed to be the time of actual receipt in the case of electronic communication and 5 business days after posting in the case of written communications sent by mail.

Complaints should be brought as soon as possible after the relevant incident arises and in any event within 3 months. The Centre may consider complaints not lodged within 3 months on an exceptional basis.
Confidentiality 
Parent or adult pupils can be assured that all concerns and complaints will be treated seriously and confidentially.  Correspondence, statements and records will be kept confidential except where the Department for Education requests access or if disclosure is requested in the course of an inspection or where any other legal obligation prevails. 
Monitoring and review
This policy is available to all parent or adult pupils, so that they can be properly informed about the complaints process. It is available on the centre’s website.
The Director will keep written records of all complaints, and of meetings held in relation to them.

The Trustees examine this log and review the policy annually.

All paperwork must be kept for at least three years.

The complaint log will include:  

The pupil’s name and account reference(if applicable)

Date of the complaint.  

A flag to indicate if the complaint is “open” or resolved.  

Nature of the complaint.  

Record (including dates) of the DTC’s response and any actions taken.  

Record of subsequent correspondence or discussions with the pupil or parent or carer. 

The number of complaints registered under the formal procedure in the previous three years will be recorded in the complaints policy when it is updated.

Number of complaints in the last three years
There have been no formal complaints in the last three years.
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