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[bookmark: policy-statement]1. Policy Statement
Academix Learning Alternative Provision is committed to working in partnership with parents, carers, pupils, referring schools and local authorities. We recognise that concerns and complaints can arise and view these as opportunities to listen, reflect and improve practice.
This Complaints Policy is written to be fully compliant with Ofsted requirements and the Independent School Standards, ensuring complaints are handled fairly, transparently and promptly.

[bookmark: scope]2. Scope
This policy applies to: - parents and carers - pupils - referring schools - local authorities - other professionals working with the provision
It applies to complaints relating to the provision, staff, policies or practice.

[bookmark: principles]3. Principles
Complaints will be: - taken seriously - handled impartially and confidentially - addressed promptly - resolved wherever possible at the earliest stage
Safeguarding concerns are not managed through this complaints procedure and must be reported immediately in line with the Safeguarding and Child Protection Policy.

[bookmark: stage-1-informal-resolution]4. Stage 1 – Informal Resolution
Most concerns can be resolved informally.
· Concerns should be raised with a member of staff or senior leader
· The concern will be listened to and addressed promptly
· An explanation, apology or agreed action may resolve the issue
Where a concern is resolved informally, no further action is required.

[bookmark: stage-2-formal-written-complaint]5. Stage 2 – Formal Written Complaint
If the concern is not resolved informally, a formal complaint may be made.
· Complaints should be submitted in writing
· Complaints should include details of the concern and desired outcome
The complaint will: - be acknowledged in writing - be investigated by a senior leader or appropriate person - receive a written response outlining findings and any actions taken

[bookmark: stage-3-review-by-proprietor-director]6. Stage 3 – Review by Proprietor / Director
If the complainant is dissatisfied with the outcome of Stage 2, they may request a review.
· The complaint will be reviewed by the proprietor/director or a nominated independent person
· The review will consider whether procedures were followed correctly and fairly
· A written outcome will be provided

[bookmark: safeguarding-related-complaints]7. Safeguarding-Related Complaints
Any complaint that raises a safeguarding concern will be: - referred immediately to the Designated Safeguarding Lead (DSL) - managed in line with the Safeguarding and Child Protection Policy
Safeguarding matters may be referred to external agencies where required.

[bookmark: record-keeping]8. Record Keeping
· A written record is kept of all formal complaints
· Records include the nature of the complaint, actions taken and outcomes
· Records are stored securely and confidentially
This meets Independent School Standards requirements.

[bookmark: ofsted-and-external-escalation]9. Ofsted and External Escalation
If a complainant remains dissatisfied after all internal stages have been exhausted, they may refer the complaint to Ofsted.
Ofsted can be contacted regarding concerns about standards of education or safeguarding.
Complaints relating to safeguarding may also be referred to the local authority where appropriate.

[bookmark: accessibility]10. Accessibility
This Complaints Policy is: - available to parents and carers on request - available to pupils in an age-appropriate format
Support will be provided where necessary to help individuals make a complaint.

[bookmark: policy-review]11. Policy Review
This policy is reviewed annually or sooner if statutory guidance changes.

This Complaints Policy meets Independent School Standards and Ofsted requirements for handling complaints.
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