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EdTucate Alternative Provision
Complaints Policy
Cornwall-aligned policy for onsite, home-based, community venue and online delivery

	Provider: EdTucate Limited
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Base address: The Discovery Barn, St Ingunger, Lanivet, Cornwall PL30 5HS
Registered address: 6 Queen Street, Lostwithiel, England, PL22 0AB
Main contact: verity@edtucate.co.uk | 07502 374496
Website: www.edtucate.co.uk

	Version: 1.0    Approved by: Verity Oliver, Proprietor / Head of Education / DSL
Effective from: 31 March 2026    Review date: 31 March 2027 or sooner if legislation, Cornwall procedures or service delivery change

	This document forms part of the EdTucate Alternative Provision policy set and should be read alongside related policies, risk assessments and commissioning paperwork where applicable.



12. Complaints Policy
EdTucate welcomes feedback and seeks to resolve concerns promptly, fairly and respectfully.
12.1 Stage one - informal concern
• Concerns should usually be raised first with Verity Oliver, Head of Education / DSL.
• The provider aims to acknowledge within 3 working days and resolve where possible within 7 working days.
12.2 Stage two - formal complaint
• Formal complaints should be submitted in writing and set out the complaint, action already taken and desired outcome.
• Formal complaints will be acknowledged within 3 working days and ordinarily responded to within 10 working days, unless the matter is complex.
• All formal complaints will be logged and stored securely.
12.3 Complaints about the proprietor / DSL
Where the complaint concerns the proprietor / DSL, the complaint should be directed to the commissioning authority where applicable. If the complaint concerns safeguarding, allegations or risk of harm, the LADO, MARU or Police routes take precedence over the normal complaints process.
12.4 Young people and anonymous complaints
Learners should be supported to raise concerns safely and accessibly. Anonymous complaints will be considered where there is enough information to do so.
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