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Complaints Policy

In order to ensure our services remain at a high and improving standard, we have a procedure through which you can let us know of any reason you are not satisfied with your dealings with the organisation. If you are not happy with Cambridge Online Tuition, please tell us. If you are unhappy with any of Cambridge Online Tuition’s services, please contact the company using contact@cambridgeonlinetuition.co.uk
Who Can Make a Complaint?
Any person, including a parent, carer, student, tutor, school, education setting, or member of the public, may make a complaint to Cambridge Online Tuition (“the Company”) about a service or provision provided by COT. Where a concern is subject to a separate statutory or safeguarding process, that process will take precedence.
The difference between a concern and a complaint
A concern may be defined as “an expression of worry or doubt over an issue considered to be important for which reassurances are sought”. 
A complaint may be defined as “an expression of dissatisfaction however made, about actions taken or a lack of action”.
It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage. Many issues can be resolved informally, without the need to use the formal stages of the complaint’s procedure. The Company takes concerns seriously and will make every effort to resolve the matter as quickly as possible. 
A copy of this Complaints Policy is available on the COT website and through the COT platform. The Whistleblowing Policy is available to COT tutors through the COT platform and may be requested from COT.contact@cambridgeonlinetuition.co.uk

Scope of the Complaints procedure
This procedure covers all complaints about any provision of community facilities or services by the Company, other than complaints that are dealt with under other statutory procedures, such as those listed below:-
● Safeguarding and child protection concerns. These must be reported immediately in accordance with the COT Safeguarding and Child Protection Policy. Where appropriate, COT will refer or liaise with the relevant local authority safeguarding service, LADO, MASH, police or other statutory agency. The complaints procedure must not be used to investigate or delay a safeguarding concern;
● Staff grievances. Complaints from staff will be dealt with under the company’s internal grievance procedures;
● Staff conduct. Complaints about staff will be dealt with under the company’s internal disciplinary procedures, if appropriate;
● Complaints about services provided by other providers who may use company premises or facilities. Providers should have their own complaints procedure to deal with complaints about service. Please contact them direct; and
● Matters that fall outside COT's responsibility, such as the curriculum or decisions made by a school or other third party. These should normally be raised with the relevant school, provider or statutory body.
Complaints relating to online conduct, remote learning, communication platforms, safeguarding, professional boundaries or online safety will be handled under this procedure unless safeguarding procedures apply. Low-level concerns relating to adult conduct may also be managed under safeguarding and staff conduct procedures where appropriate.
Accessibility and reasonable adjustments
COT will make reasonable adjustments where needed to help a person access and use this complaints procedure, including adjustments relating to disability, communication needs or other relevant circumstances.
How to raise a concern or make a complaint
A concern or complaint can be made in person, in writing, or by telephone to Dr Laura Brown at contact@cambridgeonlinetuition.co.uk. Please mark all written complaints as Private and Confidential. For clarity and ease, complainants are encouraged to use the Complaints Form within this policy.
In accordance with equality law, the Company will consider making reasonable adjustments to enable complainants to access and complete the complaints procedure. For instance, the Company is willing to provide information in alternative formats, assisting complainants in raising a formal complaint or holding meetings in accessible locations.
The complainant may help COT respond effectively by:
· Explain the complaint in full as early as possible;
· Cooperate with the Company in seeking a solution to the complaint;
· Respond promptly to requests for information or meetings or in agreeing the details of the complaint;
· Ask for assistance as needed;
· Treat all those involved in the complaint with respect; and
· Respect confidentiality and avoid sharing confidential details of the complaint publicly or on social media.
Anonymous complaints
The Company will consider anonymous complaints where sufficient information is provided to allow meaningful enquiries. The Director will decide whether the matter can and should be investigated, taking account of safeguarding, risk and the information available.
Time Scales
Complaints should be raised as soon as reasonably possible after the event. COT will normally consider complaints made within 3 months of the incident, or within 3 months of the last incident where a series of related incidents is involved. COT may consider complaints made outside this period where there are exceptional circumstances or where it is otherwise appropriate to do so.
If other bodies are investigating aspects of the complaint, for example the police, local authority (LA) safeguarding teams or Tribunals, this may impact the Company’s ability to adhere to the timescales within this procedure or result in the procedure being suspended until those public bodies have completed their investigations. 
If a complainant commences legal action against the Company in relation to their complaint, the Company will consider whether to suspend the complaints procedure in relation to their complaint until those legal proceedings have concluded.
Complaints Procedure
Once a complaint has been submitted, as per the above guidance, the complaint procedure will proceed as follows:-
1. The Director will record the date that the complaint is received and will acknowledge receipt of the complaint in writing (either by letter or email) within 10 working days;
2. The Director will seek to clarify the nature of the complaint, ask what remains unresolved and what outcome the complainant would like to see. The Director can consider whether a face-to-face meeting is the most appropriate way of doing this;
3. The Director will undertake an investigation into the complaint. This could include, if necessary, holding interviews and keeping a written record of any meetings or interviews.
4. At the conclusion of their investigation, the Director will provide a formal written response within 10 working days of the date of receipt of the complaint.
In the event that a complaint is raised about the Director, a suitably skilled member of staff will be appointed to complete all the actions at Stage 1.
If the Director is unable to meet any of the deadlines listed above, they will provide the complainant with an update and revised response date as soon as is reasonably practicable.
The Director will advise the complainant of the next step if they remain dissatisfied with the outcome. COT will review the complaint at an appropriate senior level, taking account of the circumstances and who was involved in the original decision. Where the complaint concerns the Director, an appropriately independent person will be appointed to review it.
Resolving complaints
[bookmark: _heading=h.gjdgxs]The Company wants to resolve the complaint. If appropriate, the Company will acknowledge that the complaint is upheld in whole or in part. In addition, the Company may offer one or more of the following: 
· An explanation;
· An admission that the situation could have been handled differently or better;
· An assurance that the Company will try to ensure the event complained of will not recur;
· An explanation of the steps that have been or will be taken to help ensure that it will not happen again and an indication of the timescales within which any changes will be made;
· An undertaking to review company policies in light of the complaint; and
· An apology.
Complaint records will be retained securely in accordance with the Company's data retention schedule, Data Protection Policy and Privacy Notice, and will only be accessed or shared where there is a lawful and appropriate reason.
Withdrawal of a complaint
If a complainant wants to withdraw their complaint at any time, the Company will ask them to confirm this in writing.
External escalation
If a complaint cannot be resolved by COT, the complainant may seek advice or raise the matter with the appropriate external body, depending on the nature of the complaint. Safeguarding concerns should be referred to the relevant local authority safeguarding service, LADO, police or other statutory agency as appropriate. Data protection concerns may be raised with the Information Commissioner's Office.
Policy renewal
This Policy will be reviewed annually by the company director. 
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Cambridge Online Tuition complaint form

Please complete and return to the Company Director who will acknowledge receipt and explain what action will be taken.
	Your name:

	Pupil’s name (if relevant):


	Your relationship to the pupil (if relevant):


	Address: 
Postcode:
Day time telephone number:
Evening telephone number:

	Please give details of your complaint, including whether you have spoken to anybody at the company about it.


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


	Are you attaching any paperwork? If so, please give details.


	Signature:

Date:

	Official use

	Date acknowledgement sent:


	By whom: 


	Complaint referred to:


	Date: 
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