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| GRIEVANCE AND COMPLAINTS POLICY






This policy was reviewed by on:                                  
Date: 30th July 2026
By: Coren Murley 
Policy will be reviewed on:  30th July 2027           
Frequency of review: Every 1 year(s) or sooner if government legislation changes 

1. Overview
At 1st Staff, we are committed to maintaining positive relationships with learners, parents/guardians/carers, staff, and the wider community. We aim to provide high-quality services but recognise that concerns or complaints may occasionally arise.
This policy sets out our procedure for addressing complaints and grievances in a fair, transparent, and timely manner, in line with the Education Act 2002, the Department for Education’s Best Practice Advice for School Complaints Procedures (2019), the Equality Act 2010, and the ACAS Code of Practice on Disciplinary and Grievance Procedures.
This policy applies across all 1st Staff operational and learning environments, including home tuition, community venues, educational hubs, and online learning platforms.
2. Safeguarding and Child Welfare Concerns
If you have concerns regarding the safeguarding, safety, or wellbeing of a child, these must be reported immediately to the Designated Safeguarding Lead (DSL) or a Deputy DSL. All safeguarding concerns will be dealt with in line with 1st Staff’s Safeguarding Policy.
3. Who Can Use This Policy
This policy is open to anyone wishing to raise a concern or make a complaint, including parents, carers, learners, staff, and members of the public.
4. When to Use This Policy and Policy Selection
Informal Concerns
Most issues can be resolved informally by raising them with the relevant staff member (e.g., tutor, area lead, or Head of Education). Staff will aim to resolve informal concerns within 10 working days.
Formal Complaints
If the issue remains unresolved, or if you wish to make a formal complaint, please follow the procedure outlined in Section 5 below. Complaints should be raised within three months of the incident. In exceptional cases, later complaints may be considered.
Which Policy to Use
To ensure your concern is handled under the correct legal and operational framework, please note:
· Use this Grievance and Complaints Policy for personal employment disputes, individual treatment, feedback on service delivery, or routine administrative and academic concerns.
· Use the Whistleblowing Policy if your concern involves matters of public interest, illegal acts, financial malpractice, dangerous health and safety breaches, or systemic failure to follow safeguarding procedures.
5. Submitting and Handling Formal Complaints & Appeals
Stage 1: Formal Investigation
Formal complaints should be submitted in writing using the complaint form in Appendix 1 and sent to the Head of Education (or the appropriate designated officer outlined in Section 7). Complaints should include:
· A clear description of the issue
· The outcome you are seeking
· Details of steps already taken to resolve the matter informally
Complaints may also be raised verbally, but they will be recorded on the formal complaint form for accuracy.
· Acknowledgment: Formal complaints will be acknowledged in writing within 3 working days of receipt.
· Investigation & Formal Response: An investigation will be conducted, and a formal written response detailing findings, conclusions, and corrective actions will be issued within 10 working days of acknowledgment.
· Extended Timelines: If investigation complexity requires more than 10 working days, an interim update will outline progress, actions taken, and an estimated completion date.
Stage 2: Formal Appeal Process
If the complainant is dissatisfied with the Stage 1 outcome, they may submit a written Appeal to the Managing Director within 10 working days of receiving the Stage 1 decision letter.
· The Appeal must state clearly why the complainant remains dissatisfied with the Stage 1 response and what outcome is sought.
· An independent Complaints Review Panel (comprising at least two senior leaders not previously involved in the matter) will review the evidence, investigation logs, and appeal submission.
· The Panel will issue a final written outcome within 15 working days of receiving the appeal. This outcome represents the conclusion of 1st Staff’s internal complaints procedure.
6. Unreasonable and Vexatious Complaints
We are committed to treating all complainants with fairness and respect. However, complaints may be considered unreasonable if they are:
· Malicious, knowingly false, or made in bad faith
· Abusive, threatening, or discriminatory towards staff or learners
· Persistently repetitive without presenting new information
· Inappropriately publicised via social media or the press
Enforcement Procedure:
Where a complaint is deemed unreasonable or vexatious, 1st Staff reserves the right to restrict communication channels (e.g., specifying written contact only via a named manager) or terminate the internal complaints procedure. Any such decision will be reviewed and communicated in writing by the Managing Director.
We will make reasonable adjustments under the Equality Act 2010 to ensure access to the complaints process for all individuals requiring support.
7. Where to Send Complaints
All formal complaints should be marked Private and Confidential and submitted according to the nature of the issue:
· HR and General Complaints: HR Manager, via Head Office
· Complaints Against Staff: Head of Education, via Head Office
· Data Protection Complaints: Data Protection Officer, via Head Office
· Complaints Against the Senior Team or Head of Education: Managing Director, via Head Office
· Safeguarding Complaints: Designated Safeguarding Lead, via Head Office
8. Anonymous Complaints
Anonymous complaints are generally not investigated due to the inability to gather full information or provide feedback. However, the Head of Education may choose to investigate an anonymous complaint if the matter is serious, relates to child safeguarding, or raises significant legal or regulatory concerns.
9. Time Limits and External Escalation
Time Limits
Complaints must be raised within three months of the incident or the last in a series of related events. Late complaints may be considered where exceptional circumstances prevented the issue from being raised earlier.
External Escalation
If a complainant remains dissatisfied after completing both Stage 1 and Stage 2 of 1st Staff's internal process, they may escalate their concern to external statutory and regulatory bodies where appropriate:
· Department for Education (DfE) / School Complaints Unit: For complaints regarding educational provision standards or administrative non-compliance (gov.uk/complain-about-school).
· Commissioning Local Authority / School: For local-authority-funded or school-referred alternative provision placements.
· Information Commissioner’s Office (ICO): For complaints regarding personal data processing, privacy breaches, or Subject Access Requests (Tel: 0303 123 1113).
· Local Authority Designated Officer (LADO): For unresolved safeguarding allegations against staff members.
10. Resolution
Where a complaint is upheld, 1st Staff may offer one or more of the following remedies:
· An explanation of the situation
· An apology (without admission of legal liability)
· Clear steps to prevent recurrence
· A review of internal policies, procedures, or staff training practices
11. Withdrawing a Complaint
Complainants may withdraw a complaint at any stage of the process by confirming this intention in writing to the Head of Education or HR Manager.
12. Record Keeping
All complaints, investigation notes, outcomes, and appeal documentation will be recorded and stored securely in line with UK GDPR and data protection legislation. Records are maintained within a restricted-access repository governed by 1st Staff’s Data Retention Schedule.
13. Detailed Complaints Procedure
Against a Tutor
· Stage 1 (Informal): Raise the concern directly with the Area Lead. Response provided within 10 working days.
· Stage 2 (Formal): Submit in writing to the Head of Education. Written response provided within 10 working days (or longer if a complex investigation is required, in which case an interim update will be issued).
Against an Area Lead or Another Member of Staff
· Stage 1 (Informal): Raise the concern with the Head of Education. Response provided within 10 working days.
· Stage 2 (Formal): Submit in writing to the Head of Education. Response provided within 10 working days (or longer if investigation is required).
Against the Head of Education
· Stage 1 (Informal): Raise informally with the Managing Director, or via the commissioning school / Local Authority.
· Stage 2 (Formal): Submit a formal written complaint to the Managing Director. Written outcome provided usually within 20 working days.
Escalation Beyond 1st Staff
If you remain dissatisfied after exhausting 1st Staff’s complaints procedure:
· Safeguarding concerns may be referred directly to the LADO.
· Commissioned services may be escalated directly to the commissioning School or Local Authority.
14. Grievance Procedure (For Staff)
Informal Resolution
Staff are encouraged to raise grievances informally in the first instance with their Area Lead or Head of Education. Many issues can be resolved quickly through open discussion. Union or staff representatives may provide informal support at this stage.
Mediation
Mediation may be offered at any stage of the grievance process if all parties agree. Mediation is voluntary and confidential, serving as a constructive route to resolve workplace issues without formal escalation.
Right to be Accompanied
At all formal grievance meetings, employees have the statutory right to be accompanied by a workplace colleague, trade union representative, or an official employed by a trade union. The companion may present the employee’s case, respond to views expressed, and confer with the employee, but may not answer questions on the employee's behalf.
Formal Grievance Procedure
Stage 1: Submission
The employee (or their representative) should submit their formal grievance in writing to the HR Manager via Head Office. A meeting will be arranged within 5 working days. A written record of the meeting and formal decision will be provided.
Stage 2: Escalation
If unresolved, the grievance should be escalated to the Compliance Director or Head of Education. A meeting will be arranged within 10 working days, followed by a formal written outcome.
Stage 3: Final Resolution
If the grievance remains unresolved, it may be escalated to the Managing Director. A meeting will be held within 10 working days, and a written outcome will be issued. This decision is final within 1st Staff’s internal process.
Grievances Against Senior Leaders
· If the grievance concerns the Head of Education, the process begins at Stage 2.
· If the grievance concerns the Managing Director, the matter should be submitted in writing to the commissioner (or delegated independent authority) for independent consideration.
15. Whistleblowing
1st Staff encourages staff and learners to raise concerns about malpractice, fraud, safeguarding risks, or other serious wrongdoing. Concerns can be raised with the Area Lead, Senior Management, or Safeguarding Team.
This procedure is underpinned by the Public Interest Disclosure Act 1998 (PIDA), which protects whistleblowers from detriment or dismissal if disclosures are made in good faith and in the public interest. For full procedures, please refer to 1st Staff’s standalone Whistleblowing Policy.
16. Policy Review
This policy will be reviewed annually by the Senior Management Team, or sooner if legislation or DfE guidance requires. Adjustments will be made to ensure ongoing statutory compliance and fairness to all parties.
17. Key Contacts
Head Office
Regus, The Civic Building, Second Floor
323 High Street, Epping, Essex CM16 4BZ
· Phone: 0330 174 8191
· Email: info@1ststaff.co.uk
· Web: www.1ststaff.co.uk
Designated Safeguarding Lead (DSL)
Shannon Ramsey
· Email: shannon@1ststaff.co.uk
· Phone: 0330 174 8191
· Mob: 07935 346 740
Head of Education
Coren Murley
· Email: coren@1stStaff.co.uk
· Phone: 0330 174 8191
· Mob: 07345 449 325
HR Manager
Lisa Hutchinson
· Email: lisa.hutchinson@1ststaff.co.uk
· Phone: 0330 174 8191




 
Appendix 1
Complaints form 
Before you make a formal complaint and to help ensure that you have completed the informal procedures, it is recommended that you ask the following questions:  
·       Have I informally communicated my concern for resolution?
·       Have I followed the guidance provided to me?   
·       Have I allowed a sufficient period of time for actions and improvements to be implemented?   
·       Am I dissatisfied with the action taken or the way I have been treated?   
·       Is my concern unresolved? If you answer yes to these questions, then you may wish to make a formal complaint. 
	Name  

	Pupil name (if relevant)  

	Relationship to pupil  

	Address  
  
  
Telephone number  
Email  

	Complaint  
  
  
  
  

	Please give details of your complaint, including whether you have spoken to anybody about it and what actions (if any) have already been taken (please add any relevant dates or times).  
  
  
  
  
  
  

	What actions do you feel might resolve the problem at this stage?  
  
  
  
  
  

	EVIDENCE   
  

	Sign:  
  
Date:  
  

	  

	Date of acknowledgment   

	By who  

	Complaint referred to (Investigator)   

	Date by which full response and decisions needs to be sent to complainant   

	ADVICE GIVEN FOR REFERRAL TO INFORMAL STAGE (if appropriate) Because the complainant had not completed the informal part of the complaints procedure I contacted the complainant to discuss the stages. I directed them to the complaints policy, suggested an appropriate member of staff for them to talk to and encouraged them to work with 1st Staff to find a resolution informally (indicate response).   
They agreed this course of action and will now seek an informal resolution.   
They disagreed or had grounds to go straight to a formal complaint. This complaint will continue to be investigated as a formal complaint.   
Date:   
Signature:  
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