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1. Policy Statement
The Greenhouse HyFlex Academy is committed to dealing with all complaints promptly, fairly and consistently. The Greenhouse values feedback, including complaints, as an important source of information that helps it improve its provision for young people aged 11 to 19.

This policy applies to all complaints received from young people, parents, carers, social workers, commissioning Local Authorities, Virtual School Heads and other professionals or members of the public.

2. Legal Framework
This policy has regard to:
· Education Act 2002
· DfE Non-School Alternative Provision Voluntary National Standards (August 2025)
· Children Act 1989 and 2004
· Equality Act 2010
· Data Protection Act 2018 / UK GDPR

3. What This Policy Covers
This policy covers complaints about any aspect of The Greenhouse's provision, including:
· The quality of education or support provided
· The welfare or treatment of a young person
· The conduct of a member of staff
· Decisions made about a young person's placement or learning plan
· The handling of a safeguarding concern

This policy does not cover complaints that are subject to other statutory procedures, such as allegations of abuse against a member of staff (which are managed under the Safeguarding and Child Protection Policy and referred to the LADO where applicable).

4. Stage 1 — Informal Resolution
Where possible, The Greenhouse encourages complaints to be raised informally in the first instance. The complainant should speak directly with the relevant member of staff or the Headteacher. The Greenhouse aims to resolve all informal complaints within five working days.
If the complainant is not satisfied with the informal response, or does not wish to pursue the complaint informally, they may move to Stage 2.

5. Stage 2 — Formal Complaint
A formal written complaint should be addressed to the Headteacher. On receipt of a formal complaint, the Headteacher will:
· Acknowledge the complaint in writing within three working days
· Investigate the complaint thoroughly and impartially
· Provide a written response within fifteen working days of receipt
Where the complaint is about the Headteacher, it should be addressed to the Business Director.

6. Stage 3 — Review
If the complainant remains dissatisfied following the Stage 2 response, they may request a review. The review will be conducted by the Business Director or an independent person appointed by the Business Director. The review outcome will be communicated in writing within fifteen working days of the request.

7. Referral to External Bodies
If a complainant remains dissatisfied after completing all stages of this procedure, they may refer their complaint to the relevant external body. For complaints relating to the welfare or education of a looked-after child, the complainant may also contact the placing Local Authority.




8. Record Keeping
All complaints and their outcomes are recorded and retained securely in line with the Archiving, Disposal and Storage of Records Policy. Records are used to identify patterns and inform continuous improvement.

9. Monitoring and Review
The Headteacher reviews complaint records at least termly. This policy is reviewed annually and approved by the Business Director.

10. Related Policies
This policy must be read in conjunction with the following related policies:
· Safeguarding and Child Protection Policy
· Whistleblowing Policy
· Archiving, Disposal and Storage of Records Policy
· Quality Assurance Policy

This policy has been written by Fiona Conde (Headteacher) and approved by Jonathon Simpson (Business Director).  
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