IBTS — EASY READ - Complaints
Procedure Policy 2026

Our Commitment

We handle all feedback fairly, promptly, and confidentially. We view complaints as an opportunity
to improve our teaching and care standards.

What Can Be Reported?

Complaints may involve:

Standard of education or care.

Staff behavior or actions.

Safety, safeguarding, or welfare concerns.
Failure to follow school policies.

The 3-Stage Process

Stage 1: Informal Resolution

e Action: Complainants should speak to the relevant staff member or camp leader
immediately.

e Goal: Listen carefully and seek clarification to resolve the issue through respectful
discussion.

e Timeline: Aim to resolve the matter within 7 working days.

Stage 2: Formal Written Complaint

e Action: If Stage 1 fails, the complainant must submit a written letter to the Camp
Manager or Director at info@britishtheatreschool.com.
e Requirements: The letter must include the facts of the concern, previous resolution
attempts, and the desired outcome.
e Timeline: * Acknowledgement: Sent within 5 working days.
o Investigation: A full investigation will be conducted.
o Outcome: A written response will be provided within 28 days.

Stage 3: External Referral



e Action: If the complainant is still dissatisfied, they may contact Ofsted regarding EYFS
compliance.
e Ofsted Contact: §, 0300 123 4666 | €& www.gov.uk/ofsted

Staff Responsibilities

e Record Keeping: All complaints and actions taken must be recorded in the Complaints
Log.
Data Retention: Records are kept for at least 3 years for Ofsted inspection.
Confidentiality: Keep information private unless there is a safeguarding reason to share
it.
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