[bookmark: _Hlk205130646][image: ]


Complaints Policy 

	Approved by:  
 Holly Delahunty
	
	Date: 
03/08/2025

	Last reviewed on:
11/11/2025
	

	Next review due by:
11/11/2026
	


















1. Purpose and Scope
This procedure outlines how complaints are received, managed, investigated, and resolved. It applies to concerns raised by pupils, parents/carers, staff, commissioning schools, and other stakeholders. The aim is to ensure transparency, fairness, and continuous improvement across our provision.
2. Guiding Principles
· Complaints are taken seriously and handled respectfully and impartially
· Every effort is made to resolve concerns at the earliest stage
· Confidentiality is maintained throughout the process
· Safeguarding concerns are redirected immediately to the Designated Safeguarding Lead (DSL)
3. How to Raise a Complaint
Complaints may be raised:
· By email or written letter
· Using Alt Nottingham’s standard complaints form (available on request)
· In person
Complaints should be addressed to the most appropriate staff member. If uncertain, the Head of Provision will provide guidance on where to direct the concern.
Contact details to make a complaint:
Head of Provision & DSL: Holly@altnottingham.co.uk 
4. Informal Resolution
Many concerns can be resolved informally through discussion or clarification. Parents/carers, staff or other stakeholders should speak to the relevant member of staff in the first instance. A written record may be kept of outcomes agreed at this stage.
5. Formal Complaint – Stage 1
If informal resolution is not possible or appropriate, the complainant should submit a formal complaint in writing.
· The complaint will be acknowledged within 3 working days
· A senior staff member will investigate and respond within 10 working days
· Outcomes may include proposed solutions, actions, or recommendations
· If unresolved, the complaint may proceed to Stage 2
6. Escalation – Stage 2
If dissatisfied with the Stage 1 response, the complainant may escalate to the Senior Leadership Team.
· A formal panel may review the complaint
· A written outcome will be provided within 15 working days
· The panel’s decision is final unless new evidence emerges, or policy is found to have been breached
7. Safeguarding or Legal Complaints
If a complaint involves safeguarding, discrimination, or other statutory concerns, the DSL and/or external bodies may be informed immediately. Such complaints will follow alternative procedures aligned with legal obligations.
8. Record-Keeping and Confidentiality
Records of complaints will be retained in line with Alt Nottingham’s data protection policies. All documents will be stored securely, and only authorised staff will access them.
9. Monitoring and Review
Complaints data is reviewed termly by senior leaders to:
· Identify recurring themes
· Improve policy or practice
· Inform training needs
This procedure is reviewed annually and updated as required by legislation or operational changes.
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