Glow & Grow
Hair and Beauty Alternative Provision 
Complaints Policy (Learners and Staff)
1. Purpose
This policy outlines the procedure for learners and staff to raise complaints and ensures that all concerns are handled fairly, efficiently, and transparently. It also supports a culture of openness and continuous improvement within the centre.
2. Scope
This policy applies to all learners and staff members at Glow & Grow Hair and Beauty Alternative Provision. Complaints may include (but are not limited to):
- Teaching quality or delivery of qualifications
- Conduct of staff or other learners
- Access to resources or facilities
- Administrative or support issues
- Equality, diversity, or safeguarding concerns

This policy does not cover appeals against assessment decisions (see Appeals Policy).
3. Making a Complaint
**3.1 Method of Complaint**
Complaints can be made:
- In writing (preferably using a Complaints Form available at reception or via email)
- Via email to:
- Verbally, though this should be followed by a written record for tracking purposes

Anonymous complaints will be reviewed, but may limit the centre’s ability to investigate or respond effectively.

**3.2 To Whom Should Complaints Be Made?**
- Learners should direct initial complaints to their tutor or course lead.
- Staff members should direct complaints to their line manager or the Centre Manager.
- If the complaint involves the direct manager or tutor, the complaint should be submitted directly to the Centre Manager.
4. Right to Support
Complainants have the right to be accompanied and supported by a representative, such as:
- A parent, guardian, or carer (for learners under 18)
- A fellow learner or colleague
- A union representative (for staff)

This right applies at all formal stages of the complaint process.
5. Procedure and Timescales
**Stage 1: Informal Resolution**
- The complaint should first be raised informally with the relevant staff member or manager.
- This should occur within 5 working days of the incident or issue.
- The staff member will attempt to resolve the complaint within 5 working days.
- If resolved, no further action is required and a record will be kept.

**Stage 2: Formal Complaint to Centre Manager**
- If not resolved informally, the complainant may submit a formal complaint in writing to the Centre Manager within 10 working days of the informal outcome.
- The Centre Manager will:
- Acknowledge receipt within 3 working days
- Investigate the complaint (may include interviews, gathering evidence)
- Provide a written outcome within 15 working days

**Stage 3: Escalation to Senior Leadership or Proprietor**
- If the complainant is not satisfied with the Centre Manager’s response, they may escalate the complaint to the Senior Leadership Team or School Proprietor within 5 working days of the Stage 2 outcome.
- A panel will review the complaint and issue a final internal decision within 10 working days.
6. Complaint to the Awarding Organisation
If the complainant remains dissatisfied after the centre's process is complete, they have the right to raise the issue with the Awarding Organisation (e.g., VTCT).

To complain to VTCT:
- The complaint must be submitted using VTCT's official complaints form
- Include full details of the complaint, including the outcome of the centre’s procedure
- Submit via the VTCT website or contact:
Email: customersupport@vtct.org.uk
Website: https://www.vtct.org.uk

VTCT will acknowledge and respond according to their published timescales.
7. Record Keeping
All complaint records, including notes, correspondence, and decisions, will be retained securely for a minimum of three years. These records will be made available to the Awarding Organisation or regulators upon request.
8. Policy Review
This policy will be reviewed annually or sooner in response to regulatory changes, feedback, or significant incidents.
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