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Brooke Taylor Education Consultancy (BTEC)
Restart Programme: Complaints Policy and Procedure (2026/27)
1. Statutory Context and Company Status
Brooke Taylor Education Consultancy Ltd (BTEC / Restart Programme) provides specialist alternative education, re-engagement, and mentoring across England. 
Under the Education Act 2002 (Section 29) and the Education (Independent School Standards) Regulations 2014 (Schedule 1, Part 7), educational provisions must establish and make available a fair, transparent, and effective procedure to handle complaints from parents, carers, commissioning bodies, and members of the public. As an independent education consultancy, BTEC adopts these standards across all provisions. In this policy, governing body responsibilities are fulfilled by the Board of Directors and designated independent review panels. 
This policy complies with:
· Keeping Children Safe in Education (KCSIE - September 2026) (particularly Part Four: Allegations of abuse made against teachers and other staff) 
· Working Together to Safeguard Children
· DfE Best Practice Guidance for School Complaints Procedures
· The Equality Act 2010
2. General Principles and Safeguarding Triage (KCSIE 2026 Alignment)
· Resolution and Reconciliation: The primary aim is to resolve concerns informally, fairly, and swiftly wherever possible, using an investigatory rather than adversarial approach. 
· Confidentiality: All complaints, correspondence, statements, and records are held in strict confidence in compliance with UK GDPR and the Data Protection Act 2018, except where statutory disclosure is required by the Secretary of State, Ofsted, or statutory child protection investigations. 
· Safeguarding Triage (Crucial KCSIE Mandate):
· If any complaint contains an allegation or suggestion of conduct indicating that a member of staff, tutor, or volunteer has behaved in a way that has harmed a child, may have harmed a child, possibly committed a criminal offence, or behaved towards children in a way that indicates they may pose a risk of harm, the formal complaints procedure will be suspended immediately. 
· The Designated Safeguarding Lead (DSL) or Director will refer the matter to the Local Authority Designated Officer (LADO) within 1 working day and before any internal investigation is initiated. 
· If the concern represents a "Low-Level Concern" (behaviour not meeting the harm threshold), it will be handled under BTEC’s Low-Level Concerns and Managing Allegations Against Staff Policy rather than standard complaints machinery. 
· Dual-Roll and Alternative Provision Communication: Because learners placed on the Restart Programme remain on the roll of their commissioning school or home local authority, BTEC notifies the commissioning school's Headteacher and DSL of any formal Stage 2 complaint or serious concern involving their student. 
3. Scope: Matters Outside This Policy
The following concerns cannot be considered under this Complaints Policy and must be addressed through separate statutory or internal frameworks: 
· Safeguarding and Child Protection Allegations against Staff: Governed by KCSIE Part Four, LADO protocols, and BTEC’s Managing Allegations Policy. 
· Staff Employment Matters: Grievance, Disciplinary, Capability, or Whistleblowing policies. 
· Statutory SEND Assessments / EHCP Disputes: Handled through the relevant Local Authority SEND procedures or the SEND First-tier Tribunal. 
· Admissions / Commissioning Decisions: Managed under BTEC’s Admissions and Commissioning Policy. 
· School Suspensions and Permanent Exclusions: Retained under the statutory authority of the governing board of the commissioning school. 
· Matters Subject to Active Police or Legal Proceedings: Put in abeyance pending external outcomes. 
· Anonymous Complaints: Except in exceptional circumstances involving serious child protection or public interest concerns. 
· Time-Barred Complaints: Complaints lodged more than three months after the incident occurred, or more than three months after a member of staff has left BTEC, unless exceptional circumstances (or ongoing historical abuse investigations) apply. 
4. The Three-Stage Complaints Procedure
Stage 1: Informal Resolution

   - Discussion with Tutor, Mentor, or Manager within 10 school days.
  
Stage 2: Formal Investigation by Director / Independent Investigator

    - Written Complaint Form submitted within 3 months of incident.
    - Acknowledged within 5 working days; outcome issued within 10 working days.
  
Stage 3: Formal Complaints Panel Hearing

      - Request submitted within 15 working days of Stage 2 outcome.
      - Panel of 3 (including 1 person independent of the management of BTEC).
      - Hearing convened,12–20 working days; findings issued within 5 working days.



Stage 1: Informal Resolution
1. Parents, carers, local authority officers, or commissioning school staff should initially raise concerns directly with the allocated Education Specialist (ES), tutor, or operational manager. 
2. Most day-to-day misunderstandings can be resolved quickly through constructive dialogue, explanation, or practical adjustments. 
3. If an informal discussion does not resolve the issue, the complainant may contact the Managing Director, Kelly Brooke (kbrooke@btedconsultancy.uk  / 01438 560103). 
4. If an informal resolution cannot be reached within 10 working days, the complainant will be invited to escalate to Stage 2. 
Stage 2: Formal Investigation
If the matter cannot be resolved informally, the complainant must complete and submit the BTEC Formal Complaint Form within three calendar months of the incident: 
· Where to Send: Post to Kelly Brooke, Director, BTEC, 2 Manor Farm Court, Old Wolverton Road, Old Wolverton, Milton Keynes, MK12 5NN or email kbrooke@btedconsultancy.uk . Assistance will be provided to anyone needing transcription or language support. 
· Route 2A (Complaint about a staff member, tutor, or mentor): Investigated by Director Kelly Brooke or an appointed senior investigating officer. 
· Route 2B (Complaint about a Director or Senior Leader): If the complaint concerns Kelly Brooke or Ed Gibson, an independent investigating officer (such as a senior local authority education officer or external governance consultant) will be appointed to conduct the investigation. 
Stage 2 Process and Timescales:
1. Acknowledgement: BTEC will acknowledge the complaint in writing within 5 working days of receipt. 
2. Investigation: The investigator will gather relevant evidence, examine session sheets and communication logs, and interview witnesses. Where staff are interviewed, they may be accompanied by a trade union representative or colleague. 
3. Learner Interviews: Pupils will only be interviewed where strictly necessary, with parental/carer consent, in the presence of an advocate or trusted adult, and in a supportive, trauma-informed manner. 
4. Outcome Notice: Within 10 working days of the acknowledgement, the investigator will write to the complainant with a full written outcome, explaining the findings, reasoning, and any remedial actions, or provide a revised date if the investigation is complex. 
Stage 3: Formal Panel Hearing (Independent Review Panel)
If the complainant is dissatisfied with the Stage 2 outcome, they may request a Stage 3 Panel Hearing within 15 working days of receiving the Stage 2 decision letter. 


Panel Composition (Regulatory Standard):
In full compliance with Schedule 1, Part 7 of the Education (Independent School Standards) Regulations:
· The panel consists of three persons who have had no direct prior involvement in the matters detailed in the complaint. 
· At least one member of the panel must be completely independent of the management and running of BTEC (e.g., an independent governance professional, an officer from a Local Authority Education Department, or an experienced leader from an independent or partner school). 
· Neither the Directors nor any staff members implicated in the complaint may sit on the panel. 
· Dave Victor is our independent panel member as having been head teacher of a specialist local authority school for 30 years and ex Ofsted inspector dvictor@btedconsultancy.uk 
Panel Hearing Timescales & Procedure:
1. Acknowledgement & Convening: The hearing will be scheduled within 12 to 20 working days from the date the Stage 3 acknowledgement is sent. 
2. Right to Be Accompanied: The complainant has the right to attend and be accompanied by a friend, relative, or representative. 
3. Submission of Papers: All written evidence, documentation, and witness notifications must be circulated to all parties at least 5 working days before the hearing. 
4. Conduct of the Hearing: Held in private, the hearing will proceed in an investigatory, non-confrontational manner, allowing the complainant and the investigating officer to present statements, answer panel questions, and sum up. 
5. Written Decision: The panel will reach its findings and recommendations. Within 5 working days of the hearing, a copy of the panel's findings and recommendations will be provided in writing to the complainant, the Directors, and, where relevant, the person complained about. 
5. Remedies and Outcomes
Where a complaint is upheld in whole or in part, BTEC may offer one or more of the following resolutions: 
· A formal acknowledgment that the complaint is valid. 
· A written explanation and/or an apology. 
· An explanation of remedial steps taken to prevent recurrence. 
· Immediate review and amendment of internal policies, risk assessments, or tutor training. 
· Adjustment or reallocation of the learner's Education Specialist (ES) / Mentor. 
· Referral of an employee matter to BTEC’s formal Staff Disciplinary or Capability procedures. 


6. Managing Unreasonable, Serial, or Vexatious Complaints
BTEC treats all complainants with respect and fairness, but has a duty of care to protect staff from abusive, aggressive, discriminatory, or harassing behaviour. 
Definition: Unreasonable complainants are those who, because of the frequency, volume, or nature of their contact, hinder the fair investigation of complaints or consume disproportionate resources. Examples include refusing to co-operate, introducing trivial or constantly shifting claims, recording meetings without consent, or subjecting staff to abusive, offensive, or threatening communication. 
Management Protocol:
· Informal Warning: The Director will write to the complainant explaining why the behaviour is unreasonable and ask them to modify it. 
· Communication Plan: If unreasonable behaviour persists, BTEC may implement a formal Communication Plan limiting communication channels (e.g., single point of contact via one designated email address, restrictions on phone calls). This is reviewed after six months. 
· Aggression or Threats: Any physical aggression, verbal abuse, or harassment will result in the immediate termination of the meeting/contact, potential ban from BTEC premises/venues, and immediate reporting to the Police. 
7. External Escalation & Regulating Bodies
BTEC’s internal complaints procedure is completed following the conclusion of Stage 3. If a complainant believes that BTEC did not handle their complaint in accordance with published procedures or statutory legislation, they may escalate externally: 
· The Commissioning School / Local Authority: Because learners are placed by a commissioning body, parents/carers may request that the home school or local authority review the commissioning contract or alternative education arrangements. 
· Department for Education (DfE) / School Complaints Unit: Online via www.gov.uk/contact-dfe 
· Ofsted: For systemic leadership, alternative provision quality, or safeguarding concerns (enquiries@ofsted.gov.uk  / 0300 123 4666).
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 Kelly Brooke - Director
Restart is a programme delivered by Brooke Taylor Education Consultancy Ltd
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2 Manor Farm Court, Old Wolverton Road, Old Wolverton, Milton Keynes, Buckinghamshire, MK12 5NN (Reg. Office)
01438 560103
info@btedconsultancy.uk
www.btedconsultancy.co.uk
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COMPLAINT FORM 1 – to be sent for the attention of Kelly Brooke 
 Name:
Address
   
Post code:
Signature:
Daytime tel. no:
Email:
Date of the incident complained of: 
 
I wish to complain about:
   
Part 1 - please continue on a separate sheet if necessary.  Any supporting documents should be submitted with this form, including any witness statements. 
 
Please summarise your complaint: 
 
  
Please summarise what outcome(s) you seek:
  
The names of your witnesses must be given here:

Sign:						Print Name: 			Date:

Please email form to kbrooke@btedconsultanncy.uk or post form to Kelly Brooke - Director
Brooke Taylor Education Consultancy Ltd
2 Manor Farm Court, Old Wolverton Road, Old Wolverton, Milton Keynes, Buckinghamshire, MK12 5NN (Reg. Office)
01438 560103     info@btedconsultancy.uk   
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