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1. Introduction
At QUEST Work Skills we are committed to providing a high-quality education and support for all learners. We strive to operate in a transparent, inclusive, and respectful manner. We welcome feedback, including complaints, as opportunities for learning and improvement.
This policy outlines the procedures for handling complaints from learners, parents/carers, professionals, and members of the public.
2. Scope
This policy applies to:
· Learners receiving education or support through our provision.
· Parents, carers, or guardians of learners.
· Local authority representatives or referring agencies.
· Any external stakeholders with a legitimate interest in our provision.
This policy does not cover complaints related to:
· Safeguarding concerns (these should follow our Safeguarding Policy).
· Staff grievances or disciplinary matters (these should follow our Whistleblowing Procedure and Code of Conduct).
3. Aims
We aim to:
· Handle complaints promptly, fairly, and transparently.
· Resolve issues at the earliest possible stage.
· Learn from complaints to improve our service.

4. Principles
· Accessibility: Information about how to complain is available on request.
· Confidentiality: Complaints will be handled with appropriate discretion. Information will only be shared on a need-to-know basis.
· Impartiality: All complaints will be considered objectively and without bias.
· Right to be heard: All parties involved will have an opportunity to present their views.

5. Stages of the Complaints Procedure
Stage 1 – Informal Resolution
Many concerns can be resolved informally. We encourage complainants to speak with Dan Shoebridge, (as he will assume overall responsibility for complaints) in the first instance.
Timeframe: Aim to resolve within 5 working days.
Stage 2 – Formal Complaint
If the matter cannot be resolved informally or the complainant is dissatisfied, they should submit a written complaint to the Head of Provision (Dan Shoebridge). The complaint should include:
· Name and contact details
· A clear statement of the concern
· What outcome is desired
Dan Shoebridge will acknowledge the complaint within 3 working days, investigate, and respond in writing within 10 working days.
Stage 3 – Review Panel
If the complainant remains dissatisfied, they may request a review by a panel (including other staff members, not previously involved).
The panel will review the complaint and provide a final written response within 15 working days of the request.

6. Record Keeping
· A written log of all formal complaints and outcomes will be maintained.
· Records will be kept securely for at least 6 years.
· Anonymised data may be used to inform service improvements.

7. Monitoring and Review
This policy will be reviewed annually by the leadership team and updated as required. Patterns or themes arising from complaints will be monitored to inform quality assurance and development planning.
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