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Minds Lead Complaints Policy

1. Introduction
At Minds Lead, we are committed to fostering a positive and open environment where students, parents, carers, and staff feel confident in expressing concerns. We aim to resolve any complaints fairly, promptly, and efficiently, ensuring the best possible outcomes for all involved.
This policy sets out the process for raising concerns and making formal complaints, ensuring transparency and accountability in addressing issues within our provision.

2. Informal Resolution: What to Do First
Most concerns and complaints can be resolved quickly and effectively by speaking with your child’s key worker, tutor, or a member of the senior leadership team.
· Step 1: Contact your child’s tutor or key worker to discuss your concern.
· Step 2: If the concern is not resolved, you may request a meeting with a member of the senior leadership team or the Head of Provision.
· Step 3: A discussion will take place to fully understand the issue and attempt to resolve it informally. Parents and carers are welcome to bring a support person or advocate to meetings.
Most concerns are resolved at this stage through effective communication and problem-solving.

3. Formal Complaints Procedure
If your concern is not resolved informally, you may make a formal complaint.
· Step 1: Submit a written complaint to the Head of Provision via email or letter. If you need assistance with this, please contact the administrative team.
· Step 2: The Head of Provision will acknowledge receipt of the complaint within five working days and initiate an investigation.
· Step 3: A formal meeting will be arranged with the complainant to discuss concerns in further detail.
· Step 4: Following the investigation, a written response detailing findings and any actions to be taken will be provided within 15 working days.

If the complaint involves an allegation against the Head of Provision, it should be referred to the provision’s governing body or oversight committee.

4. Appeals Process
If you are dissatisfied with the response to your complaint, you have the right to escalate your concern.
· Step 1: Request a review by writing to the Chair of the Governing Body.
· Step 2: A Complaints Panel (composed of independent members) will review the complaint and invite all relevant parties to a hearing.
· Step 3: A final decision will be communicated in writing within 10 working days of the panel meeting.

5. Further Action
If your complaint remains unresolved after following the internal procedures, you may refer the matter to external bodies such as:
· Nottingham City/County Council Alternative Provision Teams
· The Department for Education (DfE)

6. Confidentiality & Record Keeping
· All complaints will be handled with sensitivity and confidentiality.
· Complaints records will be securely stored and used to inform service improvements.
· No individual will face discrimination for raising concerns in good faith.

Minds Lead is committed to ensuring a transparent, fair, and accessible complaints process to support our students, families, and staff effectively.
For further information, please contact Minds Lead’s Complaints Team.
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