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1. Purpose
This procedure explains how Dance4U Inclusive Arts CIC receives, records, investigates, responds to and learns from complaints. It is intended to provide a fair, accessible and transparent process for internal and external complaints and to ensure concerns are addressed promptly and appropriately.
This procedure should be read alongside our Safeguarding Children & Adults Policy, Safeguarding Procedure, Code of Conduct Policy, Whistleblowing arrangements, Equality, Diversity & Inclusion Policy, Data Protection and Information Sharing arrangements, and Staff & Volunteer Policy.
2. Scope
This procedure applies to complaints relating to Dance4U Inclusive Arts CIC services, activities, decisions, conduct or representatives, including:
Staff and volunteers
Freelancers and contractors
Directors and governing body members
Counsellors, therapists and other practitioners
Online and face-to-face sessions
Parents/carers, participants and families
Partner organisations and members of the public
3. Our Commitment
Dance4U Inclusive Arts CIC is committed to handling complaints respectfully, objectively and without discrimination. No person will be disadvantaged for raising a genuine concern in good faith.
Listen to concerns and take them seriously
Respond in a timely and proportionate way
Keep complainants informed about the process
Protect confidentiality as far as reasonably possible
Identify safeguarding issues immediately and use safeguarding procedures where required
Learn from complaints and make improvements where appropriate
4. Who Can Make a Complaint
A complaint may be made by a child or young person, adult participant, parent/carer, staff member, volunteer, contractor, partner organisation or other person affected by our services. A representative may make a complaint on someone else’s behalf where appropriate and with suitable consent.
5. Accessibility and How this Procedure is Shared
Information about how to raise a complaint will be made available to staff, volunteers, families and participants. Copies of this procedure can be shared electronically and on request.
Where reasonably possible, Dance4U Inclusive Arts CIC will adapt the complaints process to meet communication, disability, SEND, neurodiversity, language or other accessibility needs. Children and young people should be given age-appropriate information about how to tell a trusted adult if something is wrong or if they wish to make a complaint.
6. Informal Resolution
Where appropriate and safe, concerns should first be raised with the relevant member of staff or programme lead so that they can be resolved quickly. Informal resolution may include clarification, an explanation, an apology, corrective action or an agreed change in practice.
Informal resolution must not be used to delay or avoid action where the concern involves safeguarding, abuse, serious misconduct, discrimination, criminal behaviour or a significant risk to a child or adult at risk.
7. Formal Complaints, Whistleblowing Concerns and Breaches of Code of Conduct Policy
A formal complaint may be made in writing by email or another accessible format. The complaint should include, where possible, the nature of the concern, relevant dates, people involved, any action already taken and the outcome being sought.
Stage 1 — Receipt and acknowledgement
Complaints should be sent to Dance4U Inclusive Arts CIC using the contact details at the end of this procedure.
We aim to acknowledge a formal complaint within 5 working days.
The complaint will be logged and allocated to an appropriate person who is not directly involved in the matter wherever possible.
Stage 2 — Review and investigation
Relevant records may be reviewed and relevant individuals may be asked for information.
The complainant may be contacted for clarification.
The investigation will be proportionate to the seriousness and complexity of the complaint.
We aim to provide a written outcome within 20 working days where reasonably possible. If more time is required, the complainant will be informed.
Stage 3 — Review or appeal
If the complainant remains dissatisfied, they may request a review of the outcome.
Where possible, the review will be completed by a Director or other suitable person who was not responsible for the original decision.
The review will consider whether the procedure was followed fairly, relevant information was considered and the outcome was reasonable.
The review decision will normally represent the end of Dance4U Inclusive Arts CIC’s internal complaints process.
8. Complaints from Children and Young People
Children and young people must be able to raise concerns in a way that feels safe and accessible. Staff should listen carefully, take concerns seriously and avoid dismissing a complaint because a child has difficulty explaining it.
Use age-appropriate and accessible communication
Allow a trusted adult or advocate to support the child where appropriate
Avoid leading questions
Explain what will happen next
Do not promise secrecy if information may need to be shared to keep someone safe
Refer immediately to safeguarding procedures where a concern suggests abuse, neglect, exploitation or risk of harm
9. Safeguarding Complaints
Any complaint that raises a safeguarding concern will be managed under the Safeguarding Children & Adults Policy and Safeguarding Procedure rather than treated solely as a general complaint.
Safeguarding concerns must be reported immediately to the Designated Safeguarding Lead (DSL). Where there is immediate danger or a suspected criminal offence, emergency services or the police should be contacted without delay. Safeguarding action will not be postponed while a complaints investigation takes place.
10. Complaints About Staff, Volunteers or Contractors
Complaints concerning the conduct of a staff member, volunteer, freelancer or contractor will be assessed to determine whether they involve performance, conduct, safeguarding, professional boundaries or another issue requiring separate action.
The person complained about will not investigate their own complaint.
Confidentiality will be maintained on a need-to-know basis.
Where appropriate, duties may be adjusted or restricted while a serious concern is considered.
Safeguarding allegations will be referred under safeguarding procedures and to external agencies where required.
A complaint may result in supervision, training, disciplinary action, termination of engagement or other proportionate action.
11. Complaints About a Director or the DSL
Where a complaint concerns a Director, the DSL, or a person who would ordinarily manage the complaint, it must be referred to another Director or suitable independent person who is not implicated in the concern. The person who is the subject of the complaint must not control the investigation or decision.
Where the concern involves safeguarding and the DSL is the subject of the allegation, the matter should be escalated directly to another Director and, where appropriate, the relevant safeguarding authority or police.
12. Internal Complaints and Staff Concerns
Staff and volunteers may raise internal complaints regarding working practices, conduct, discrimination, bullying, harassment, safeguarding, management decisions or breaches of organisational policy. Internal complaints will be handled fairly and without retaliation for concerns raised in good faith.
Where a matter is more appropriately dealt with as a safeguarding concern, whistleblowing concern, grievance or disciplinary matter, the complainant will be directed to the correct procedure.
13. Whistleblowing and Code of Conduct Breaches
Concerns about unsafe practice, safeguarding failures, serious misconduct, wrongdoing or attempts to conceal concerns may be raised through whistleblowing arrangements. A whistleblowing concern will not be treated as an ordinary complaint if doing so could compromise safety or the independence of the response.
Alleged breaches of the Code of Conduct will be recorded and considered in line with the seriousness of the behaviour. Serious or repeated breaches may result in disciplinary action, removal from duties, termination of engagement or referral to safeguarding or statutory agencies where appropriate.
14. Confidentiality and Information Sharing
Complaint information will be shared only with those who need it to investigate, respond, safeguard individuals or meet legal and regulatory obligations. Absolute confidentiality cannot be promised where information indicates that a child or adult may be at risk of harm, a criminal offence may have occurred, or information must be shared by law.
All parties are expected to respect the confidentiality of the complaints process and avoid unnecessary discussion of complaints with others.
15. Records and Data Protection
Dance4U Inclusive Arts CIC will maintain appropriate records of formal complaints, actions taken, correspondence and outcomes. Records will be stored securely and managed in accordance with data protection requirements.
The date and nature of the complaint
Who received and managed it
Relevant evidence or notes
Actions and referrals made
The response and outcome
Any learning, follow-up or service improvements identified
16. Unreasonable or Persistent Complaints
Dance4U Inclusive Arts CIC will continue to treat complainants fairly even where a complaint is repeated or difficult to resolve. However, where contact becomes abusive, threatening, discriminatory, excessively repetitive or prevents staff from carrying out their duties, reasonable boundaries may be introduced. Any restriction will be proportionate and will not prevent genuine safeguarding concerns from being raised.
17. External Escalation
Where appropriate, complainants may be informed of relevant external routes after the internal process has been completed. The appropriate route will depend on the nature of the concern and may include a funder, commissioning body, professional regulator, safeguarding authority, local authority, police or other relevant body.
Nothing in this procedure prevents a person from contacting emergency services, the police or a safeguarding authority directly where they believe someone is at immediate risk or a criminal offence may have occurred.
18. Monitoring and Review
Complaints will be reviewed periodically to identify themes, learning and opportunities to improve services, safeguarding, communication and organisational practice. This procedure will be reviewed annually or sooner following significant organisational, legal or safeguarding changes.
19. Contact Details
Complaints and concerns may be directed to:
Emily Marie Bollard — Director / Designated Safeguarding Lead (DSL)
Dance4U Inclusive Arts CIC
Email: emily@dance4u.info
Telephone: 07395 831938
Website: www.dance4uinclusivearts.com
In an emergency, contact emergency services immediately on 999.
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