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Complaints Policy and Procedures

1. Purpose
The Tutorial Foundation Day School aims to resolve concerns fairly, promptly and transparently. This procedure meets the Independent School Standards and is available to parents on the school website.
2. Scope
The procedure is primarily for complaints from parents/carers of current pupils, but the school may use it for other concerns where appropriate. Safeguarding, criminal, data protection, employment or examination matters may need to be referred through specialist procedures or external bodies.
3. General Principles
• Complaints are handled without retaliation or disadvantage to a pupil.
• Reasonable adjustments are made so people can access the process.
• Safeguarding concerns are referred immediately to the DSL and are not delayed by the complaints process.
• Clear written records are kept of formal complaints, outcomes and action taken, whether or not a complaint is upheld.
4. Stage 1 - Informal Resolution
The complainant should first raise the concern with an appropriate member of staff. The school will try to resolve the matter informally and promptly. If the issue is not resolved, the complainant may move to Stage 2.
5. Stage 2 - Formal Complaint to the Headteacher
A formal complaint should be sent in writing to SEN@thetutorialfoundation.co.uk. It will normally be acknowledged within 5 school days and investigated by the Headteacher or an appropriate person. A written response will normally be provided within 15 school days. If the complaint concerns the Headteacher, Stage 2 is handled by the Managing Director/Proprietor Representative.
6. Stage 3 - Review by the Managing Director
If dissatisfied, the complainant may request review by the Managing Director within 10 school days of the Stage 2 response. The Managing Director will review the handling and substance of the complaint and normally respond within 15 school days. If the complaint concerns the Managing Director or Proprietor Representative, the Headteacher will arrange an appropriate review with independent HR support.
7. Stage 4 - Independent Panel Hearing
If the complaint remains unresolved, the complainant may request a panel hearing within 10 school days of the Stage 3 decision. Tertia Turner, Head of Operations, will normally administer the arrangements.
• The panel will consist of at least three people who were not directly involved in the matters complained about.
• At least one panel member will be independent of the management and running of the school. An external HR professional may only fill this role if they are genuinely independent of the school’s management/running and were not involved in the matter; otherwise another suitable independent person will be appointed.
• The parent may attend and may be accompanied if they wish. Reasonable accessibility arrangements will be considered.
• The panel will consider the evidence fairly, make findings and recommendations, and keep a record of the hearing.
• The findings and recommendations will be provided to the complainant and, where relevant, the person complained about, and will be available for inspection on the school premises by the Headteacher and Proprietor/Proprietor Representative.
• The panel outcome will normally be sent within 5 school days of the hearing.
8. Confidentiality and Records
Correspondence, statements and records relating to individual complaints are confidential except where access is required by the Secretary of State or an inspectorate, or where disclosure is otherwise required by law. Formal complaint records are retained securely in accordance with data protection requirements.
9. Further Concerns
After the school procedure has been completed, the Department for Education cannot investigate an individual complaint about a private school as an appeal body, but it may consider information suggesting a serious failure to meet the Independent School Standards. Other specialist routes may apply to safeguarding, discrimination, data protection, examination or criminal matters.
10. Monitoring
SLT reviews complaints and themes to identify improvements. The number of complaints is monitored internally and is not published within this policy.
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