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Glow Academy Hair & Education – Complaints Policy
1. Policy Statement
Glow Academy Hair & Education is committed to providing a high-quality service to all learners, parents/carers, and stakeholders. We welcome feedback and take complaints seriously as they provide an opportunity to improve our services. This policy sets out a clear and fair process for handling complaints.
2. Aims
- Ensure complaints are handled fairly, consistently, and promptly.
- Provide a simple process for making a complaint.
- Resolve issues at the earliest possible stage.
- Learn from complaints to improve services.
3. Scope
This policy applies to complaints from learners, parents/carers, employers, and other stakeholders about any aspect of Glow Academy’s provision, including teaching, facilities, and staff conduct.
4. Informal Resolution
We encourage complaints to be resolved informally in the first instance by speaking directly to the member of staff involved. If the matter cannot be resolved informally, the formal complaints procedure should be followed.
5. Formal Complaints Procedure
Stage 1 – Written Complaint:
Submit a written complaint to the Director within 10 working days of the issue. Include details of the complaint, dates, and any supporting evidence.

Stage 2 – Investigation:
The Director will acknowledge receipt within 5 working days and investigate the complaint. This may involve speaking to relevant staff, reviewing records, and gathering evidence.

Stage 3 – Outcome:
A written response will be provided within 15 working days, outlining the findings and any actions to be taken.

Stage 4 – Appeal:
If dissatisfied, the complainant may appeal in writing within 5 working days of the decision. The appeal will be reviewed by an independent senior manager or governor (if applicable), and a final decision given.
6. Confidentiality
All complaints will be handled sensitively and in line with data protection legislation. Details will only be shared with those who need to know in order to investigate and resolve the complaint.
7. Monitoring and Review
Complaints will be recorded and monitored to identify trends and areas for improvement. This policy will be reviewed annually.
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