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Alternative Curriculum Education Complaints Policy
· The directors of Alternative Curriculum Education are committed to ensuring that the highest standards are maintained within the provision, for both staff and students.
· A complaints procedure is an important part of the management of a well-run centre allowing parents and others the opportunity to voice any concerns they may have through appropriate channels. 
· This policy explains the procedure to ensure a timely, systematic, and fair approach to the resolution of such concerns. 
· We recognise the need to be clear about the difference between a concern and a complaint. Taking informal concerns seriously at the earliest stage reduces the numbers that develop into formal complaints. 
· We aim to ensure that concerns are handled, if possible, without the need for formal procedures. 
· This policy does not cover certain types of complaints, which are dealt with under separate procedures and are detailed in Annex 1. These include: 
· Child protection matters 
· Exclusions 
· Complaints about services provided by other providers who may use the ACE centres premises or facilities 
· Staff grievances 
· Staff conduct 
· Whistleblowing
Aims and application 

1.1 The aims of the procedure are to deal with complaints and concerns: 
• about the ACE Centre and/or any individual connected with it by following the correct procedure. 
• thoroughly; and 
• in an open, honest, and fair manner. 
1.2 This complaints procedure is not limited to parents or carers of children who are registered at the ACE Centre. Any person, including members of the public, may make a complaint to the directors, about any provision of facilities or services that we provide. Part 1 of this policy outlines how parents/carers of registered student currently attending the centre can raise a concern or complaint. Concerns or complaints from other persons will be dealt with in accordance with Part 2 of this policy. 
1.3 This procedure does not apply to concerns and complaints relating to the matters listed in Annex 1. 
1.4 Anonymous concerns or complaints will not normally be investigated under this procedure. The directors will determine whether there are exceptional circumstances to justify conducting an investigation into the issues raised. 
1.5 All staff will be made aware of this complaints procedure and are expected to review this policy regularly in order that they are familiar with our process of dealing with complaints and can be of assistance when an issue is brought to their attention. 
1.6 In this procedure: 
• ‘complaint’ means an expression of dissatisfaction however made, about actions taken or a lack of action; 
• ‘concern’ means an expression of worry or doubt over an issue considered to be important for which reassurances are sought; 
• ‘meeting’ and ‘hearing’ means an in person or virtual meeting or hearing (i.e. telephone or video conference where all parties can participate verbally), virtual meetings/hearings will only be held if all parties have access to appropriate equipment to attend and are happy to do so; 
• 'parent' means a biological parent, carer or anyone who has parental responsibility or care for a child; Parental responsibility: guide for schools and local authorities - GOV.UK (www.gov.uk) 
• ‘school days’ excludes weekends and academy holidays and periods of partial or total academy closure; 
• ‘the centre’ means Alternative Curriculum Education Centre

 1.7 The timeframes referred to in this policy are our usual timeframes and the centre will seek to adhere to these timeframes where possible. 
1.8 Reasonable adjustments will be made to this procedure where required to ensure that all complainants can access and complete this complaints procedure. For example, providing information in alternative formats, assisting complainants in raising a formal complaint or holding meetings in accessible locations.
Key principles 

2.1 The centre acknowledges that raising concerns or complaints can be a difficult, emotional, and stressful time, particularly for parents and carers. We expect our staff to always be respectful and courteous when dealing with you. We also expect you to treat our staff with the same respect and courtesy. We will not accept abusive and threatening behaviour towards our staff from anybody at any time. In circumstances where this happens the centre will take the action outlined in section 6 of this policy. 
2.2 The centre expects all complainants to make reasonable attempts to seek an informal resolution. This will usually be the most effective way to swiftly resolve any concerns. 
2.3 The trust encourages parents and others to approach the centre with any concerns and refrain from airing concerns about the centre and its staff on social media sites. Posting negative comments on social media can cause damage and upset and is often counter-productive to pupil education. 
2.4 To investigate your complaint properly and fairly, we have implemented a staged approach. We anticipate that almost all complaints that arise will be resolved at Stage 1 or Stage 2 outlined below. 
2.5 We expect our members of staff to be addressed in a respectful manner and for communication to remain calm at all times. The procedure under section 6 will only be used on very rare occasions to deal with repetitious and/or vexatious complaints or complaints pursued in an otherwise unreasonable manner. 
2.6 Concerns or complaints should be brought to our attention as soon as possible. Any matter raised more than 3 months after the incident being complained of (or, where a series of associated incidents have occurred, within 3 calendar months of the last of these incidents) will not be considered unless the directors of the centre accepts that there are exceptional circumstances to justify accepting the complaint out of time. 
2.7 Where a complaint is received outside of term time, we will consider it to have been received on the first school day following the holiday period. 
2.8 On rare occasions the centre may receive complaints from a number of individuals relating to the same issue. In order to deal with these complaints efficiently the ACE Centre will follow the procedure set out in section 7. 
2.9 If it becomes necessary to alter the time limits and deadlines set out within this procedure, you will be advised accordingly and given an explanation as to why this has been the case and provided with revised timescales. If other bodies are investigating aspects of the complaint, for example the police, local authority safeguarding teams, or tribunals/courts, this may impact on our ability to adhere to the timescales within this procedure or result in the procedure being suspended until those public bodies have completed their investigations. Where a complaint is raised but we do not have clarity from the complainant on the issues and/or desired outcomes, we will inform the complainant what information we need to progress the complaint and pause this procedure until reasonable clarity is achieved. 
2.10 Complainants should not approach individual Local Advisory Committees to raise concerns or complaints. They have no power to act on an individual basis, and it may prevent them from considering complaints at later stages. 2.11 If a complainant commences legal action against the trust in relation to their complaint, we will consider whether it would be appropriate to suspend the complaints procedure until those legal proceedings have concluded.
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