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COMPLAINTS POLICY AND PROCEDURE 
Organisation: Willow Tree Learning Northants  

 

Policy Title Complaints Policy and Procedure 

Reviewed By Kirstie Dean 

Approved By Kirstie Dean 

Effective Date September 2026 

Review Date September 2027 or sooner if legislation or guidance changes.  

Version V 1.  

Applies To All staff, volunteers and children 

 

Willow Tree Learning is committed to upholding the principles of the United 
Nations Convention on the Rights of the Child (UNCRC). We recognise every child 

as an individual with the right to be safe, respected, listened to, included and 
supported to achieve their full potential. All decisions made by Willow Tree 
Learning are guided by the principle that the best interests of the child are 

paramount. 

 

1. Statement of Intent 

Willow Tree Learning Northants is committed to providing a high-quality educational 
provision and fostering positive relationships with pupils, parents/carers, 
commissioners, local authorities, professionals, and members of the community. 

We recognise that concerns and complaints may arise from time to time. We welcome 
feedback and view complaints as an opportunity to improve our services, policies, and 
practices. We are committed to dealing with complaints fairly, consistently, promptly, 
and confidentially. 

As Willow Tree Learning Northants does not operate with a governing body or board of 
governors, complaints will be managed through the procedures outlined in this policy, 
involving the Site Lead, Director, and where appropriate, an independent review panel. 
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This policy applies to all complaints made by parents/carers, pupils, commissioners, 
local authorities, professionals, and members of the public regarding the provision of 
education and services at Willow Tree Learning Northants. 

 

2. Legal and Regulatory Framework 

This policy has been developed regarding the following legislation and statutory 
guidance, where applicable: 

• Education Act 2002 

• Education Act 1996 

• Children Act 1989 

• Children Act 2004 

• Equality Act 2010 

• Human Rights Act 1998 

• Data Protection Act 2018 

• UK General Data Protection Regulation (UK GDPR) 

• Education (Independent School Standards) Regulations 2014 (where applicable) 

• Special Educational Needs and Disability Code of Practice: 0 to 25 years (2015) 

• Keeping Children Safe in Education (latest edition) 

• Working Together to Safeguard Children (latest edition) 

• The Education (Pupil Registration) Regulations 2006 

• The Alternative Provision Statutory Guidance (Department for Education) 

This policy also reflects principles of natural justice, procedural fairness, and good 
administrative practice. 

 

3. Scope of the Policy 

This policy covers complaints relating to: 

• Educational provision 

• Behaviour management 

• Safeguarding procedures 

• Communication with staff 

• Admissions and placements 

• Curriculum provision 

• Health and safety concerns 

• Equality and discrimination matters 

• Operational practices and services 

This policy does not cover: 
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• Child protection concerns, which will be managed under safeguarding 
procedures 

• Staff grievances or disciplinary matters 

• Subject access requests under data protection legislation 

• Complaints relating to whistleblowing 

• Complaints about local authority decisions 

• Matters currently subject to legal proceedings 

 

4. Principles 

Willow Tree Learning Northants will ensure that complaints are: 

• Taken seriously 

• Handled fairly and impartially 

• Investigated appropriately 

• Resolved as quickly as possible 

• Treated confidentially 

• Recorded and monitored 

• Used to improve practice where necessary 

No complainant will be disadvantaged or discriminated against for raising a genuine 
complaint. 

 

5. Who Can Make a Complaint? 

Complaints may be made by: 

• Parents and carers 

• Pupils 

• Local authorities 

• Commissioners 

• Professionals involved with the learner 

• Members of the public affected by the provision 

Where a complaint is made on behalf of another person, written consent may be 
required. 

 

6. Raising a Concern Informally 

Before submitting a formal complaint, complainants are encouraged to raise concerns 
informally with the relevant member of staff or the Site Lead. 

Most concerns can be resolved through discussion and clarification. 

Informal concerns should normally be raised within three months of the issue 
occurring. 
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The setting will aim to respond to informal concerns within ten working days. 

 

7. Formal Complaints Procedure 

Stage 1 – Formal Complaint to the Site Lead 

If a matter cannot be resolved informally, a formal complaint should be submitted in 
writing to the Site Lead. 

The complaint should include: 

• Name and contact details of the complainant 

• Details of the complaint 

• Relevant dates and times 

• Actions already taken 

• Desired outcome 

Complaints should be sent to: 

The Site Lead 

Willow Tree Learning Northants 

 

Acknowledgement 

Willow Tree Learning Northants will acknowledge receipt of the complaint within 21 
calendar days of receiving the complaint. 

The acknowledgement will: 

• Confirm receipt of the complaint 

• Explain the next steps 

• Provide an estimated timescale for investigation 

Investigation 

The Site Lead will: 

• Review the complaint 

• Gather evidence 

• Interview relevant individuals where necessary 

• Consider all available information fairly 

Outcome 

A written outcome will normally be provided within 20 working days following 
acknowledgement. If additional time is required, the complainant will be informed of 
the reasons and revised timescales. 

The response will include: 

• A summary of the complaint 

• Details of the investigation undertaken 

• Findings 
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• Any actions to be taken 

• Information about progressing to Stage 2 

 

Stage 2 – Review by the Director 

If the complainant remains dissatisfied, they may request a review by the Director. 

This request must be submitted in writing within 20 working days of receiving the Stage 
1 response. 

Acknowledgement 

The Director will acknowledge the request within 21 calendar days. 

Review Process 

The Director will: 

• Review all documentation 

• Consider whether procedures were followed correctly 

• Undertake further investigation if necessary 

• Reach an independent conclusion 

Outcome 

The Director will provide a written decision within 20 working days of 
acknowledgement where, reasonably practicable. 

The decision will include: 

• Findings 

• Conclusions 

• Recommendations 

• Any actions to be implemented 

• Information about Stage 3 

 

Stage 3 – Independent Complaints Panel 

If the complainant remains dissatisfied following the Director's review, they may 
request consideration by an Independent Complaints Panel. 

Requests must be submitted within 20 working days of the Stage 2 outcome. 

Composition of the Panel 

The panel will consist of: 

• At least three individuals 

• Individuals with no prior involvement in the complaint 

• At least one person independent of the management and operation of Willow 
Tree Learning Northants 

Procedure 
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The complainant will be invited to: 

• Attend the hearing 

• Be accompanied by a representative or supporter 

• Present evidence 

• Call relevant witnesses where appropriate 

The panel may also consider written evidence. 

Panel Decision 

The panel will determine: 

• Whether the complaint is upheld in full 

• Whether the complaint is upheld in part 

• Whether the complaint is not upheld 

The panel's findings and recommendations will be provided in writing within 15 working 
days of the hearing. 

The panel's decision is final within the internal complaint's procedure. 

Copies of the findings and recommendations will be available to: 

• The complainant 

• The Site Lead 

• The Director 

• Relevant commissioning bodies where appropriate 

 

8. Complaints Relating to the Director 

Where a complaint concerns the Director directly, the complaint should be submitted 
in writing to the Director's designated independent investigator or nominated external 
professional. 

The complaint will proceed directly to Stage 3 if appropriate. 

 

9. Anonymous Complaints 

Anonymous complaints will be considered at the discretion of the Director, taking into 
account: 

• The seriousness of the concerns 

• The evidence provided 

• Whether further investigation is possible 

 

10. Vexatious, Persistent or Unreasonable Complaints 

Willow Tree Learning Northants reserves the right to manage complaints that are: 

• Repetitive 
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• Abusive 

• Harassing 

• Unreasonable 

• Vexatious 

Any decision to restrict communication will be proportionate, documented, and 
communicated in writing. 

 

11. Safeguarding Concerns 

Where a complaint raises a safeguarding concern, child protection procedures will take 
precedence. 

Concerns relating to abuse, neglect, or harm will be referred immediately to the 
Designated Safeguarding Lead and, where necessary, external agencies. 

 
 
 
 

12. Confidentiality 

All complaints will be handled confidentially in accordance with: 

• Data Protection Act 2018 

• UK GDPR 

• Human Rights Act 1998 

Information will only be shared with individuals who need to know in order to investigate 
and resolve the complaint. 

 

13. Recording Complaints 

Willow Tree Learning Northants will maintain a written record of all formal complaints, 
including: 

• Date received 

• Nature of complaint 

• Investigations undertaken 

• Outcomes 

• Actions taken 

• Whether the complaint was upheld 

Records will be retained securely in accordance with data protection requirements and 
the setting's retention schedule. 

 

14. Monitoring and Review 

The Director will monitor complaints annually to identify: 
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• Patterns or trends 

• Areas for improvement 

• Training needs 

• Policy or procedural changes 

This policy will be reviewed annually or sooner if legislation or guidance changes. 

 

 

 

 

 

 

 

 

 

Complaints Process Summary 

 
Stage 1: Formal complaint submitted to the Site Lead 

↓ 

Acknowledgement within 21 calendar days 

↓ 

Stage 1 outcome issued 

If unresolved: 

Stage 2: Review by the Director 
↓ 

Acknowledgement within 21 calendar days 

↓ 

Stage 2 outcome issued 

If unresolved: 

Stage 3: Independent Complaints Panel 
↓ 

Final written decision issued 


