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EXCITING EDUCATION LIMITED
COMPLAINTS POLICY AND PROCEDURE

Policy Owner: The Directors
Review Cycle: Annually
Applies To: All staff, sub-contractors, volunteers and service users
1. Purpose
Exciting Education Limited is committed to providing high-quality services and dealing with concerns and complaints fairly, consistently and promptly. Complaints are welcomed as an opportunity to improve services, learn from experiences and strengthen relationships with schools, colleges, families and other stakeholders.
2. Scope
Any person, including schools, colleges, parents, carers, learners, partner organisations, suppliers, contractors and members of the public, may make a complaint regarding the services provided by the Company.
3. Difference Between a Concern and a Complaint
A concern is an expression of worry or doubt for which reassurance is sought. A complaint is a formal expression of dissatisfaction regarding an action, decision or lack of action.
4. Accessibility and Equality
Reasonable adjustments will be made to ensure that all individuals can access the complaints process. Information may be provided in alternative formats and support offered where required.

5. How to Raise a Complaint
Complaints may be submitted verbally, in writing, by email or by telephone. Complaints should normally be submitted within three months of the incident, although exceptions may be made in exceptional circumstances.
6. Service Standards
The Company aims to acknowledge complaints within five working days, conduct investigations fairly and impartially, keep complainants informed and provide clear explanations of outcomes.
7. Stage 1 – Informal Resolution
Most concerns can be resolved quickly by discussing the matter with the relevant member of staff or manager. Informal resolution is encouraged where appropriate.
8. Stage 2 – Formal Investigation
Formal complaints will be investigated by a Director or a nominated investigator. Investigations may include reviewing documents, interviewing relevant individuals and gathering evidence. The Company will aim to issue a written response within ten working days wherever possible.
9. Stage 3 – Independent Review
If a complainant remains dissatisfied, an independent review may be requested within ten working days. The review will be conducted by an independent person or suitably senior individual not previously involved. This independent person will be selected by the Company and will not be a paid member of staff or a relative or close friend of anyone directly involved in the complaint.
10. Safeguarding Complaints
Complaints involving safeguarding concerns will be handled in accordance with the Company Safeguarding Policy and may be referred immediately to external safeguarding agencies or statutory authorities.

11. Confidentiality and Data Protection
Complaints will be treated confidentially. Information will only be shared with individuals who need access to investigate or resolve the complaint. Records will be managed in accordance with UK GDPR and the Data Protection Act 2018.
12. Anonymous Complaints
Anonymous complaints will not normally be investigated. However, the Directors may decide that the issues raised warrant investigation.
13. Unreasonable, Persistent or Vexatious Complaints
The Company reserves the right to manage complaints that are unreasonable, abusive, threatening or excessively persistent. Appropriate restrictions may be placed on communication while ensuring fairness and proportionality.
14. Learning and Continuous Improvement
Complaint outcomes will be reviewed periodically to identify trends, improve services, inform staff training and strengthen policies and procedures.
15. Record Keeping and Retention
Complaint records, investigation notes and correspondence will be retained securely in line with the Company’s Data Retention Policy following closure unless longer retention is required for safeguarding, legal or regulatory reasons.
16. Roles and Responsibilities
Directors are responsible for supporting fair investigations. The senior Director oversees the complaints process. All staff are expected to cooperate with investigations and maintain confidentiality.

17. Outcomes and Remedies
Where a complaint is upheld in whole or in part, the Company may offer an explanation, apology, corrective action, service improvement, policy review or other appropriate remedy.
18. Review of Policy
This policy will be reviewed annually, or sooner where required by changes in legislation, regulatory guidance or organisational needs.


Appendix A – Guidance on submitting a formal complaint

Please include the following information

Name
Organisation (if applicable)
Relationship to learner/child (if applicable)
Address
Telephone number
Email 
Details of complaint
Steps already taken
Desired outcome
Supporting documents attached
Signature
Date
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