[image: See the source image]
Complaints Policy for Grip Education AP
Introduction
This Complaints Policy outlines the procedure for raising concerns or complaints at Grip Education, an Alternative Provision. We are committed to addressing all complaints effectively and efficiently to maintain our standards of excellence and ensure the wellbeing of our learners.
Aims of the Complaints Policy
· To provide clear guidelines for parents, carers, learners, and stakeholders on how to make a complaint.
· To ensure that all complaints are managed fairly, consistently, and promptly.
· To encourage open communication and improve the service we provide through feedback.
· To ensure compliance with legal requirements and best practice.
Legal Framework
This policy is based on protective measures outlined in the Education Act 2002, the Education (Special Educational Needs) Regulations 2001, and the schools’ complaints procedures developed in line with guidance from the Department for Education (DfE).
Complaints Procedure
Stage 1: Informal Complaint
1. Initial Concern: Encourage complainants to raise their concern informally by speaking to a member of staff directly.
2. Local Resolution: Staff should aim to resolve the issue promptly and efficiently. A record of the concern and the outcome should be noted by email to one of the provision leads.
3. Timing: This step should ideally be completed within 5 working days.
Stage 2: Formal Complaint
If the issue is not resolved informally:
1. Written Complaint: Complainants should submit a formal complaint in writing to one of the Provision Leads.
2. Acknowledgment: The Provision Lead will acknowledge receipt of the complaint within 3 working days.
3. Investigation: An investigation will be conducted, which may involve interviewing staff, reviewing documentation, and consulting relevant stakeholders. This process should be impartial and thorough.
4. Outcome Notification: The complainant will receive a written response detailing the investigation’s findings and any actions taken within 15 working days of the receipt of the complaint.
Stage 3: Escalation
If the complainant remains dissatisfied:
1. Review Request: The complainant may request a review of the complaint by Mr John Dixon, M-Power. This request must be made in writing within 10 working days of receiving the outcome of the formal complaint.
2. M-Power: M-Power will convene a panel (none of whom has been directly involved in the complaint) to review the complaint. 
3. Final Decision: The outcome of the M-Power’s review will be communicated in writing within 20 working days. This decision is final.
Stage 4: External Review
If the complainant is still dissatisfied after M-Power’s decision:
1. Complainant's Rights: The complainant can refer the complaint to the Secretary of State for Education or, in cases of discrimination, to the Equality and Human Rights Commission.
Recording Complaints
All complaints should be documented thoroughly, including:
· The name of the complainant.
· The date of the complaint.
· A summary of the issue.
· Actions taken and correspondence exchanged.
Records will be securely stored and reviewed periodically to identify trends and improve services.
Publicising the Policy
This policy will be made available to all stakeholders through:
· Grip’s website.
· Parents’ initial information.
· Within starter packs for new staff and parents.
Review of the Policy
This Complaints Policy will be reviewed annually or sooner if required due to changes in relevant legislation or best practice.

Conclusion
We are committed to ensuring that every complaint is an opportunity for improvement. The complaints process aims to foster trust and cooperation between parents, carers, and the AP.
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