Complaints Policy

Who: Spectrum Provision
Date: 25/08/26
Review Date: 25/08/27

This Complaints Policy of Spectrum Provision applies to employees, tutors, parents and carers. This policy will be reviewed regularly and updated where necessary following any updates regarding the safety of children (Keeping Children Safe in Education).
Complaints and allegations of any type will be taken seriously. A complaint or allegation may relate to an employee, tutor, parent or carer who works with a child or young person. These can include:

· An individual behaving in a way that has harmed a child or young person, or who may have harmed a child or young person
· An individual committing a criminal offence against or relating to a young person
· Behaviour of an individual towards a child that indicates they may pose a risk or harm to a child or young person
· Behaviour of an individual that suggests they may not be suitable to work with children or young people

Any allegation against an employee or volunteer of Spectrum Provision, or against a tutor, parent or carer should be immediately reported to Diane Roy of Spectrum Provision and the Local Authority Designated Officer (LADO). This should be carried out within 24 hours of you being made aware of the alleged incident and alleged harm to the child/young person. 

If an employee or volunteer (paid or unpaid) in any capacity is removed from work in a regulated activity with children/young people because that person is deemed a risk of harm to children, the organisation must make a referral to the Disclosure and Barring Service (DBS) for consideration of adding the individual concerned to the list of those barred from working with children.

Any complaints concerning employees of Spectrum Provision that are not regarding the harm of a child will be dealt with by Spectrum Provision as appropriate. This may involve communication, mediation, and/or verbal or written warnings, or dismissal, if it is felt that the employee has acted unprofessionally, has committed an act the at constitutes gross misconduct or has brought Spectrum Provision into disrepute.

Complaints Process – Staged Procedure, Timescales, Appeals & Logging
1. Staged Complaints Process
· Stage 1 – Informal Resolution
Concerns should first be raised directly with the tutor or relevant staff member as soon as possible. We aim to resolve issues informally within 5 working days.
· Stage 2 – Formal Complaint
If the matter is not resolved, the complainant should submit a written complaint to the Company Manager, Diane Roy via email or letter. 
Diane_roy99@yahoo.co.uk
Diane Roy
77 Cumeragh Lane
Whittingham
Preston
PR32AN
Acknowledgement will be sent within 2 working days, and a full written response provided within 10 working days of receipt.
· Stage 3 – Senior Review
If the complainant remains dissatisfied, they may request a review by the Director, Diane Roy or designated senior manager. This request must be made within 5 working days of receiving the Stage 2 outcome. The review will be completed, and a final written decision issued within 10 working days.
2. Appeals Mechanism
The Stage 3 decision is final within the company. If the complainant believes the process was not followed correctly, they may seek independent advice from an appropriate external body (e.g., local authority, professional association, or relevant regulator).
3. Response Timescales
We will make every effort to meet the timescales above. If, due to complexity or availability, more time is required, we will inform the complainant in writing, explaining the reason and providing a revised timeframe.
4. Formal Complaints Log
All formal complaints (Stages 2 and 3) will be recorded in the company’s Complaints Log, including:
· Date received
· Complainant’s name and contact details
· Summary of the complaint
· Actions taken and by whom
· Outcome and date resolved
· Any follow-up actions required
The Complaints Log will be reviewed quarterly by management to identify patterns, training needs, or service improvements.















































































































