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Complaints Policy and Procedures

Number of complaints in previous year: 0

1. Policy Statement and Equalities Impact
The Tutorial Foundation is committed to handling complaints fairly, promptly, and transparently. Our policy ensures that no member of the school community—including pupils, parents, carers, staff, or visitors—is treated less favourably than anyone else. We are also committed to safeguarding and promoting the welfare of children and expect all staff and volunteers to share this commitment.
This policy takes account of our Equality Statement and objectives, and should be read alongside:
· Safeguarding and Child Protection Policy
· TF Staff Handbook
· Staff Code of Conduct
· Grievance Policy

2. Aims of This Policy
· To resolve concerns and complaints informally whenever possible
· To provide a simple, confidential, and accessible process
· To handle complaints swiftly, fairly, and without prejudice
· To improve school practice through learning from complaints
· To ensure strong home-school links and maintain positive relationships

3. Who Can Complain
Anyone—parents, carers, pupils, members of the public, or other stakeholders—may make a complaint about any aspect of the school’s provision. Complaints relating to admissions or exclusions are covered by separate statutory procedures.

4. Definitions
· Concern: An expression of worry or doubt seeking reassurance or a quick resolution.
· Complaint: An expression of dissatisfaction about the school’s action, lack of action, or quality of service, made by any person.
· Anonymous complaints: Normally not investigated unless deemed necessary by the Headteacher.

5. Publicising the Policy
This policy and the complaints form are available:
· From the school office
· On the school website (easy to find via the home page)

6. Timeframes
· Complaints should be raised within three months of the incident (or last in a series).
· Complaints received outside term time are treated as received on the next school day.
· Complaints outside this timeframe may be considered if exceptional circumstances apply.

7. Record Keeping and Confidentiality
· Written records are kept of all complaints, including how they are resolved.
· Correspondence and records are confidential except where disclosure is required by law or inspection.
· Patterns of complaints are monitored for school improvement.

8. The Four-Stage Complaints Procedure
Stage 1: Informal Resolution
· Most concerns can be resolved by talking to the relevant teacher or staff member.
· The school will attempt to resolve informal complaints within 10 term-time days.
· If unresolved, the complainant will be advised to proceed to Stage 2.
Stage 2: Formal Complaint to the Headteacher
· The complainant completes a Complaint Form (available online or from the office) within 90 days of the issue.
· The Headteacher acknowledges receipt within 3 school days and investigates, aiming to respond in writing within 10 school days.
· If the complaint is complex, the Headteacher will update the complainant with a revised timeline.
· Meetings may be offered to clarify issues and agree outcomes.
· If the complaint is about the Headteacher, it should be sent directly to the MD (Irvine Turner).
Possible outcomes:
· Review/change of policy or procedure
· Changes to routines
· Health and safety action
· Restorative work
· Apology or admission
· Disciplinary action (details remain confidential)
· Full explanation if no action is taken
Stage 3: Formal Complaint to the Managing Director 
· If dissatisfied, the complainant may escalate to the managing director within 10 school days.
· The MD may request the complaint in writing (if not already provided) and will investigate within 15 school days.
· The MD may offer a meeting and will provide a written response.
· If the complaint is about the Headteacher, Stages 1 and 2 are bypassed.
Stage 4: Complaints Committee/Panel Review
· If the issue remains unresolved, the complainant completes a Review Request Form (Appendix B) and submits it to the Office Manager within 10 school days of the Stage 3 decision.
· The Office Manager acknowledges receipt within 5 school days.
· A panel (two uninvolved board members and one independent member) will convene within 15 school days.
· The panel will hear from all parties, consider evidence, and ensure fairness. The meeting is minuted.
· The decision is communicated in writing within 5 school days.
If after this process the complaint is still not resolved:
· Write to the Secretary of State (for general complaints), or
· Write to the Local Authority (if curriculum-related)

9. Conduct and Confidentiality
· All parties are expected to show courtesy and respect at all times. Disruptive behaviour may result in adjournment or termination of the hearing.
· The outcome letter will be shared with all relevant parties and will outline the findings and any actions taken.
· The school will not enter into further correspondence after the review decision.

10. Learning from Complaints
· All complaints and their outcomes are reviewed by the Senior Leadership Team and the MD for potential improvements in policy or procedure.

11. Review and Monitoring
· The Headteacher reviews this policy annually, or sooner if required by legislation or in response to complaints.
· A written record of all complaints, including actions taken, is kept securely.

12. Contact Details
· Complaints/Appeals: SEN@thetutorialfoundation.co.uk
· MD: Irvine.Turner@thetutorialfoundation.co.uk
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Your name:
Pupil’s name (if applicable):
Your relationship to the pupil:
Address:
Postcode:
Telephone number:
Email address:
Please provide details of your complaint, including any relevant times and dates:



What action, if any, have you already taken to try to resolve your complaint? What was the response?



What actions do you feel might resolve the problem at this stage?




Signature:
Date:

Official Use Only:
· Date acknowledgement sent:
· By whom:
· Complaint referred to:
· Date:


Appendix B: Complaint Review Request Form
School name: The Tutorial Foundation

Section A – Your Details
· Title (Mr/Mrs/Ms/Other):
· Surname:
· Forename:
· Home Tel No:
· Mobile Tel No:
· Email address:
· Address and postcode:
· Preferred method of contact:

Section B
Please give reasons why you consider the response to your complaint from the MD should be reviewed:



What would constitute a satisfactory outcome by way of resolution of your complaint?





If at the end of the process you are not satisfied with the handling of your complaint and are seeking redress beyond the school, you can contact the Department for Education (DfE):
· Online: Contact DfE online
· By post: Department for Education, Piccadilly Gate, Store Street, Manchester, M1 2WD
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