TRUSTED

TUTORS

SUCCESS IN LEARNING, SUCCESS IN LIFE
Complaints Policy

Introduction

Trusted Tutors aims to provide tuition to its students in a way that fully supports and
develops individuals to enable them to achieve their full potential. From time to time,
parents or students may have concerns relating to their time with Trusted Tutors.

Trusted Tutors is fully committed to responding to concerns and complaints as quickly and
sensitively as possible, and this procedure aims to provide a framework in which both
parties can work within.

A concern is defined as “an expression of worry or doubt over an issue considered to be
important for which reassurances are sought”. The agency will resolve concerns through
day-today communication as far as possible.

A complaint is defined as “an expression of dissatisfaction however made, about actions
taken or a lack of action” The agency intends to resolve complaints informally where
possible, at the earliest possible stage.

There may be occasions when complainants would like to raise their concerns formally. A
complaint can be submitted by telephone to Mrs Natalie Ritter or via email to
contact@trustedtutors.org.uk.

Trusted Tutors aims to meet its statutory obligations when responding to complaints from
parents of pupils at the centre, and others.

Guiding Principles

e Trusted Tutors would prefer that a concern is raised promptly and informally with the
relevant tutor, as this will often lead to a quick resolution of a problem and will prevent the
concern from becoming a more serious complaint.

e Parents and students will suffer no detriment as a result of raising a formal complaint.

¢ All complaints will be resolved as quickly as practicable and will be investigated thoroughly.

For Children and Young People
If you are unhappy, worried, or upset about something, you have the right to tell us and to
be listened to. This includes if you are not happy with a lesson, if something is bothering
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you, or if an adult, including a tutor or a member of staff, has done something that made
you feel uncomfortable, frightened or unsafe.

Who you can talk to:
e Your tutor — they will listen and help you.
e Natalie Ritter (Director and our main contact for concerns) — you can call her on 020
8406 1590 or email natalie@trustedtutors.org.uk.
e [f your worry is about Natalie Ritter herself, you can ask to speak to Dorothy Milton
instead or email dorothy@trustedtutors.org.uk
e A trusted adult at home or at school.

If you want to talk to someone outside Trusted Tutors:
e ChildLine — call 0800 1111 (free and confidential) or visit www.childline.org.uk
e If you are in danger right now, call 999.

What happens next: We will take what you say seriously and treat you with respect. You will
never get into trouble for telling us how you feel. We will write down what you have told us,
keep it safe, explain what will happen next, and keep you informed. If your concern is about
your safety or someone hurting you, we will make sure the right people are told so that you
can be kept safe.

When responding to complaints
We aim to:
- Beimpartial and non-adversarial, facilitate a full and fair investigation by an
independent person or panel and where necessary address all the points at issue and
provide an effective and prompt response, with respect for the complainant’s desire

for confidentiality and to treat any complainant with respect and courtesy.

- We will ensure that any decisions we make are lawful, rational, reasonable, fair and
proportionate, in line with the principles of administrative law.

- We will keep complainants informed of the progress of the complaints process.
- We will consider how the complaint can feed into tuition improvement evaluation
processes and we will try to resolve concerns or complaints by informal means

wherever possible.

- Where this is not possible, formal procedures will be followed and external advice
will be sought through networks of Headteachers, advisors and senior colleagues.

Trusted Tutors will aim to give the complainant the opportunity to complete the complaints

procedure in full. To support this, we will ensure we publicise the existence of this policy and
make it available on the agency website.

Trusted Tutors - May 2025



Throughout the process, we will be sensitive to the needs of all parties involved, and make
any reasonable adjustments needed to accommodate individuals. In the first instance when
a complaint is received the protocol is to ask the complainant to put the complaint in
writing.

We then approach the staff involved and ask them for their version of events. An individual
will be appointed to look into the complaint and establish the facts — in the first instance it
would be Director, Mrs. Natalie Ritter. If the complaint is made against Mrs Natalie Ritter,
then Mrs Dorothy Milton will investigate the complaint and likewise vice a versa, if the
complaint is made against both of them then Mr. Scott Milton will handle it with the support
from other tutors and administrative staff within the organisation.

Where an oral complaint is made the person receiving the complaint will:

=

Identify himself/herself, listen, record details and determine what the complainant
wants.

2. Confirm the details received.

3. Explain the complaints resolution procedure and advise of alternative courses of
action.

4. Resolve the complaint immediately if possible or make a commitment to resolve the

complaint within a given time frame; and follow up the complaint as appropriate e.g
provide the complainant with feedback regarding the result of any action taken to
resolve the complaint.

Where a written complaint is made we will:

1. Provide the complainant with written feedback within ten (10) days of receiving the
complaint regarding the result of action taken by the Member to resolve the
complaint; and if it is not possible to resolve the complaint within ten (10) days,
provide written acknowledgement of receipt of the complaint within seven (7) days
and specify the time frame within which the complainant will receive feedback
regarding the result of action taken to resolve the complaint.

Trusted Tutors will keep a record of any complaint and make this available to Ofsted on

request.

For some types of complaints parents and carers need to contact a different agency.

Trusted Tutors - May 2025



Complaint Who to contact

Child protection Local council

Criminal behaviour Police

Data protection Information Commissioner’s Office
Discrimination Equality Advisory and Support Service
Employment An employment tribunal

Exam malpractice or maladministration (SATs) Standards and testing agency

Exam malpractice or maladministration (secondary school) Ofgual and the awarding body

Trusted Tutors will take informal concerns seriously and make every effort to resolve the
matter quickly. It may be the case that the provision or clarification of information will
resolve the issue.

Most complaints raised will be valid, and therefore we will treat them seriously.

However, a complaint may become unreasonable if the person:
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Has made the same complaint before, and it has already been resolved by following the
Trusted Tutors’ complaints procedure makes a complaint that is obsessive, persistent,
harassing, prolific, defamatory or repetitive knowingly provides false information Insists on
pursuing a complaint that is unfounded, or out of scope of the complaint’s procedure.

Steps we will take:

We will take every reasonable step to address the complainant’s concerns and give them a
clear statement of our position and their options.

We will maintain our role as an objective arbiter throughout the process, including when we
meet with individuals.

We will follow our complaints procedure as normal (as outlined above) wherever possible. It
the complainant continues to contact the centre in a disruptive way, we may put
communications strategies in place.

The lead teachers will monitor the effectiveness of the complaints procedure in ensuring
that complaints are handled properly. The DSL, Mrs Natalie Ritter will track the number and
nature of complaints and review any underlying issues. The complaints records are logged
and managed by the admin manager.

This policy will be reviewed by the Trusted Tutors’ Directors every year.
Trusted Tutors. May 2025.
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