Complaints Handling Policy and Procedure

Katie Wright School of Dance

1. Policy Statement

Katie Wright School of Dance is committed to providing a positive, safe and supportive
environment for all learners, parents, carers and staff. We welcome feedback and view
complaints as an opportunity to improve our services and maintain high standards.

We aim to resolve concerns and complaints fairly, promptly and respectfully, ensuring that
all parties are treated with dignity throughout the process.

This policy is available to all learners, parents/carers and staff upon request.

2. What is a Complaint?

A complaint is an expression of dissatisfaction about any aspect of the school’s services,
activities, teaching, administration or conduct that requires investigation and response.

Examples may include:

Quality of teaching or instruction.

Communication issues.

Administrative concerns.

Health and safety matters.

Behaviour of staff, volunteers or learners.

Failure to follow school policies or procedures.

This policy does not cover safeguarding concerns, which will be dealt with under the
school’s Safeguarding Policy.

3. Principles

Katie Wright School of Dance will ensure that:
Complaints are taken seriously.

Complaints are handled fairly and consistently.
Confidentiality is maintained wherever possible.
Complainants are treated respectfully.

No individual will be disadvantaged for making a genuine complaint.
Complaints are resolved as quickly as possible.

4. Informal Resolution

Many concerns can be resolved quickly through discussion.



Learners, parents or carers are encouraged to raise concerns with the relevant teacher or
the Principal in the first instance.

Where possible, concerns should be raised within 20 working days of the issue occurring.

The school will aim to resolve informal concerns within 10 working days.

5. Formal Complaints Procedure
Stage 1 — Submitting a Complaint

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

The complaint should include:

Name and contact details of the complainant.

Details of the complaint.

Dates and times relevant to the complaint.

Any supporting evidence.

Details of any previous attempts to resolve the matter.

Stage 2 — Acknowledgement

The school will acknowledge receipt of the complaint within 5 working days.
The acknowledgement will confirm:

That the complaint has been received.

The process that will be followed.

An anticipated timescale for a response.

Stage 3 - Investigation

The Principal will investigate the complaint by:

Reviewing relevant documentation.

Speaking with individuals involved where appropriate.

Gathering evidence.

Considering whether policies and procedures have been followed correctly.
All parties involved will be given the opportunity to provide information relevant to the
complaint.

Stage 4 — Outcome

A written response will normally be provided within 20 working days of receiving the
complaint.

The response will include:



Findings of the investigation.

Any action taken or proposed.

Reasons for the decision.

Information about any further review process available.

Students over the age of 18 may have support from a friend or family member if required
during the investigation.

6. Review of Decision

If the complainant remains dissatisfied, they may request a review of the decision within
10 working days of receiving the outcome.

The review will consider:

Whether the complaints procedure was followed correctly.

Whether the decision was reasonable based on the evidence available.

The outcome of the review will be communicated in writing and will normally represent the
school’s final decision.

7. Appeals Process
The appeal should be submitted in writing and clearly state:
The decision being appealed, the reasons for the appeal and any supporting evidence

provided.

The Principal or other appropriate person (if the principal made the original decision) will
review all the information and consider any additional information.

A written response will be provided within 10 days of receiving the appeal, outlining the
decision and the reasons for it.

If the appellant remains dissatisfied, they may request that this be reviewed by an
independent person or association. The decision will then be final.

8. Record Keeping
The school will maintain secure records of:

Complaints received.

Investigations undertaken.

Correspondence.

Outcomes and actions taken.

Records will be retained in accordance with data protection policy, 5 years.

9. Accessibility



This policy is available to learners, parents/carers and staff. Assistance will be provided
where required to ensure that individuals can access and use the complaints procedure.

10. Monitoring and Review

The Principal will review complaints periodically to identify trends and opportunities for
improvement.

This policy will be reviewed annually.
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