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1. PURPOSE

BFT welcomes compliments, concerns and complaints as sources of assurance 
and improvement. The process is accessible, impartial, child-centred and does 
not disadvantage a pupil or complainant for raising a concern. Safeguarding 
concerns take precedence over the complaints process.

Legislation, statutory guidance and key reference documents

 Equality Act 2010 (including reasonable adjustments to the complaints 
process)

 UK GDPR and Data Protection Act 2018
 Local safeguarding partnership procedures and LADO arrangements
 Education inspection framework and relevant Ofsted inspection 

toolkit/operating guidance in force from September 2026
 Keeping Children Safe in Education 2026 (where applicable to BFT and 

commissioning arrangements)
 Working Together to Safeguard Children 2026
 Alternative Provision statutory guidance (DfE, current edition)
 Non-school alternative provision: voluntary national standards (DfE, 2025), 

pending any mandatory replacement

Where BFT is not itself the statutory body named in guidance, it will support the 
commissioning school/local authority to discharge its duties and will meet 
contractual, safeguarding and information-sharing requirements applicable to the 
placement.

2. WHAT IS COVERED

 Quality of education, curriculum and support
 Attendance, behaviour and personal development
 SEND and inclusion
 Staff conduct and communication
 Health and safety
 Equality and discrimination
 Administrative or contractual service issues

3. MATTERS HANDLED UNDER ANOTHER PROCEDURE

Allegations that a member of staff may have harmed a child, behaved in a way 
indicating risk, or may be unsuitable to work with children must be referred 
immediately to the DSL/Managing Director and managed under 
safeguarding/LADO procedures. Whistleblowing, employee grievances, data-
subject rights requests and criminal matters follow the relevant specialist 
procedure.

4. ACCESSIBILITY AND ADVOCACY

Complaints may be made in writing, by email, verbally where a written complaint 
is a barrier, or through an advocate/commissioner.

Reasonable adjustments and accessible formats will be offered.

Pupil complaints will be supported in an age-appropriate way and pupil voice will 
be captured directly where safe and appropriate.



5. PROCEDURE

Stage 1 – Early/informal resolution: normally acknowledged immediately and 
resolved within 5 working days where appropriate.

Stage 2 – Formal complaint: acknowledged within 3 working days. An impartial 
investigating manager will establish the issues, evidence, relevant policy and 
desired outcome. A written outcome will normally be issued within 15 working 
days of receipt. Where this is not achievable, BFT will explain the reason and 
provide a revised date.

Stage 3 – Review/appeal: requested within 10 working days of the Stage 2 
outcome and considered by a senior person/GAB member not previously 
involved. The final internal response will normally be issued within 10 working 
days.

6. INVESTIGATION STANDARDS

 No person investigates their own conduct.
 Relevant records and witnesses are considered proportionately.
 The complainant and subject are treated fairly and confidentiality is 

maintained on a need-to-know basis.
 Findings use clear outcomes: upheld, partially upheld, not upheld, or 

unable to determine.
 The outcome explains findings, remedy/actions, learning and review rights 

without disclosing confidential third-party information.

7. EXTERNAL ESCALATION

After BFT’s process is exhausted, the complainant may approach the 
commissioning school, academy trust or local authority under the 
commissioning/placement arrangements. Safeguarding matters may be referred 
to statutory safeguarding partners. Data protection complaints may be raised 
with the Information Commissioner’s Office.

Ofsted is not an ombudsman for individual complaints about every non-school 
alternative provider. BFT will only signpost to Ofsted where the matter falls within 
Ofsted’s published remit or where the commissioning/registered setting’s 
procedure identifies that route.

8. PERSISTENT OR UNREASONABLE BEHAVIOUR

BFT may manage contact where behaviour is abusive, threatening, excessively 
repetitive or obstructive, but will not label a complaint vexatious merely because 
it is persistent or difficult. Any contact restriction will be proportionate, time-
limited, recorded, communicated in writing and will not prevent safeguarding 
concerns from being raised.

9. RECORDS, LEARNING AND GOVERNANCE

 Central complaints/compliments log
 Secure investigation records and outcome letters
 Termly trend analysis and equality/safeguarding themes
 Action tracking to completion
 Anonymised GAB reporting



 Annual review of accessibility, timeliness, recurrence and learning


