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1. Purpose of the Policy
This policy sets out how the organisation manages allegations, complaints and appeals to ensure:
The safety and wellbeing of pupils
Fair, transparent, and timely processes
Compliance with statutory guidance (e.g., Keeping Children Safe in Education, local safeguarding partnership procedures)
Accountability to pupils, parents/carers, commissioners, and staff
2. Scope
This policy applies to:
All pupils placed in the alternative provision
Parents/carers
Local authority commissioners and schools
Staff, volunteers, contractors, and visitors
It covers:
Allegations against staff or volunteers
General complaints about the service
Appeals relating to decisions made by the organisation
3. Definitions
Allegation — A claim that a member of staff or volunteer has behaved in a way that harmed, may have harmed, or posed a risk to a child.
Complaint — Any expression of dissatisfaction about the organisation’s actions, decisions, or service.
Appeal — A request to review a decision made by the organisation, such as exclusions, placement decisions, or complaint outcomes.
4. Allegations Management Procedure
4.1 Reporting an Allegation
Any allegation must be reported immediately to the Designated Safeguarding Lead (DSL) or, if the allegation concerns the DSL, to the Director/Proprietor.
Reports may be made verbally or in writing. Anonymous allegations will be taken seriously.
4.2 Immediate Actions
Ensure the child is safe
Record the allegation factually
Inform the Director/Proprietor
Contact the Local Authority Designated Officer (LADO) within 24 hours
Follow LADO guidance on next steps
4.3 Possible Outcomes
No further action
Internal investigation
Disciplinary procedures
Referral to police or children’s social care
4.4 Support
Support will be offered to:
The child and their family
The staff member involved
Other affected pupils or staff
5. Complaints Procedure
5.1 Stage 1 – Informal Resolution
The complainant should raise the issue with the relevant staff member or manager. A response will be provided within 5 working days.
If unresolved, the complainant may escalate to Stage 2.
5.2 Stage 2 – Formal Complaint
The complainant submits a written complaint to the Head of Provision.
The organisation will:
Acknowledge within 3 working days
Investigate and respond within 15 working days
Provide a written outcome
Possible outcomes:
Complaint upheld
Complaint partially upheld
Complaint not upheld
5.3 Stage 3 – Independent Review Panel
If the complainant is dissatisfied, they may request an independent panel review.
The panel will:
Include at least one independent member
Review the investigation
Issue a final written decision within 20 working days
6. Appeals Procedure
6.1 Decisions That Can Be Appealed
Placement decisions
Behaviour or disciplinary decisions
Exclusions from the provision
Outcomes of complaints
Access to support or reasonable adjustments
6.2 Submitting an Appeal
Appeals must be submitted in writing within 10 working days of the decision.
6.3 Appeal Review Process
A senior leader not involved in the original decision will review the case
Additional evidence may be requested
A written outcome will be provided within 15 working days
6.4 Final Stage
If the appellant remains dissatisfied, they may escalate to:
The commissioning school
The local authority
Ofsted (for concerns about safeguarding or systemic issues)
7. Record Keeping
The organisation will maintain secure records of:
Allegations
Complaints
Appeals
Outcomes and actions taken
Records are stored in line with GDPR and safeguarding requirements.
8. Monitoring and Review
Senior leadership will review:
Trends
Response times
Outcomes
Lessons learned
The policy is reviewed annually or sooner if statutory guidance changes.
9. Communication of the Policy
This policy will be:
Published on the organisation’s website
Provided to staff during induction
Available to parents/carers and commissioners on request
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