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SAFEGUARDING Complaints Policy and Procedure
















This policy is for all who attend Serenity Training Academy
Use this policy to ….
· Understand the three stages model of Serenity’s policy for handling complaints by people who consider that a safeguarding issue relating to them has not been handles correctly
· Find out what you need to do if you have a complaint about the procedure leading to a decision by any representative of Serenity regarding a safeguarding issue relating to you
· Find out where to get further information and advice about this policy and procedure. 

Use this procedure to …..
· Make a complaint informally or formally regarding safeguarding
· Understand who and what is involved if you make a complaint

NB the complainant must be the person directly affected by the safeguarding issue and not a third party, but a complaint on behalf of a child may be made by a parent of the child or their legal guardian.

Serenity take complaints about their work and quality of service in all aspects of safeguarding seriously. We view complaints as an opportunity to learn and improve the support that we offer to all who visit, volunteer and work at Serenity.  If you are not satisfied with the way in which a safeguarding issue relating to you has been handled, please follow the process below.  

Our aims are:
· To provide a fair procedure which is clear and easy to use
· To be open about how we will deal with complaints
· To ensure that all complaints are investigated fairly and in a timely way
· To resolve complaints as near to the point of original contact wherever possible
· To gather information in order to improve our safeguarding work.

For the purpose of these procedures, a complaint is any expressing of dissatisfaction about any aspect of safeguarding work relating directly to you undertaken by representatives of Serenity.

All information will be handled sensitively, sharing information on a ‘need to know’ basis and in accordance with data sharing and confidentiality policy and procedure.
Overall responsibility for this procedure and its implementation lies with Serenity.  This policy will be reviewed periodically as required.  

Complaints procedure
In many cases, a complaint is best resolved by the person responsible for the issue that is being complaint about.  If the complaint has been received by that person, we expect that all reasonable efforts will have been made to resolve it swiftly if possible and appropriate (informal resolution).  However, we appreciate that this is not always possible or appropriate and therefore have the following three stage process in order to deal with all complaints raise. 
Stage One
Initially, the compliant should be made to Karen Hunter Safe Guarding Officer.  This can be in writing or by telephone.  All telephone conversations will be recorded in writing and the records shared with the complainant to ensure accuracy and transparency.  The complaint will be acknowledged and responded to within two working weeks (i.e. ten working days) and a copy of this complaint’s procedure will be supplied.
Within his timescale, Karen will do the following:
· Make all necessary and appropriate enquiries to establish the substance of the complaint any attempts already made to resolve the matter informally
· Form a view and decide who the best person to respond to the compliant would be
· Initiate discussions or meeting with the complainant to fully understand the issues raised, seek clarity and be clear on what would constitute a resolution for them
· Arrange any necessary mediation between the parties and any necessary, subsequent actions(s)
It is hoped that an acceptable resolution can be found, and the complaint can be concluded to the complainant’s satisfaction at this level.  However, if this this not the case, the complainant must inform Karen within two working weeks (i.e. 10 working days) of the reasons for their dissatisfaction with the Stage One outcome and their wish to proceed to Stage Two, which will be progressed as follows:





Stage Two
At Stage Two, the details of the complaint and actions taken at stage one will be passed to Helen Andrews main DSO.  
The main Designated Safeguarding Officer (Helen Andrews) will;
· Acknowledge receipt of the Stage Two compliant and that they are reviewing details working week (i.e. five working days)

· Make it clear when a response can be expected.  The aim will be for complainants to receive a definitive reply within four working weeks (i.e. 20 working days).  If this is not possible because, for example, an investigation has ben been fully completed, a further communication will be sent with an indication of when a full reply will be given.

· Review all documentation and the actions taken so far and discuss with the complainant the situation from their perspective and why resolution could not be reached.  All conversations will be recorded in writing and the records shared with the complainant to ensure accuracy and transparency.

The reply (within 20 working days where possible) to the complainant will inform them of the action(s) taken to investigate the compliant, the conclusions from the investigation, and any action taken as a result of the complaint.  
Again, where possible the complaint will be resolved at this level, but if not, then the complainant must notify the main DSO within in two working weeks (i.e. 10 working days) of the reasons for their dissatisfaction with the Stage Two outcome and their wish to proceed to Stage Three, which will be progressed as follows.

Stage Three – Appeal to an independent body
If the complainant remains unsatisfied after the stage tow process has been completed, they have the right to approach the Independent Body Rotherham North Notts College.
Listed below are names and contacts of who can be approached;

Designated Safeguarding Lead (DSL) - Group Jason Austin Interim Principal jaustin@rnngroup.ac.uk T: 01709 513333 Ext 1401 M: 07908827416 
 


Interim Designated Safeguarding Lead (DSL) 
Paul Baylis Interim Vice Principal 
pbaylis@rnngroup.ac.uk T: 01909504602 M: 07919912926 
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Deputy Designated Safeguarding Lead (DDSL) 
Angela Adams Assistant Principal – Student Support and Safeguarding  
aadams@rnngroup.ac.uk  T: 01909504731 M: 07890543473 
 
Deputy Designated Safeguarding Lead (DDSL) 
Laura Reid Deputy Head of Student Services  
lreid@rnngroup.ac.uk T: 01709722747 M: 07946027955 
 
Deputy Designated Safeguarding Lead (DDSL) 
Tanya Gerstmar Deputy Head of Student Services  
tgerstmar@rnngroup.ac.uk   T: 01709513333 Ext 1021 M: 07805762882 
 
Deputy Designated Safeguarding Lead (DDSL) 
Caroline Bradford Quality Advisor  
Cbradford@rnngroup.ac.uk  M: 07792 302628 
 
Designated Teacher for Looked After Children 
June Bacon  Designated LAC Lead  
jbacon@rnngroup.ac.uk  T: 01709722844 M: 07969920279 
Named Safeguarding Governor 
Catherin Burn Governor & Director of BCVS 
director@bcvs.org.uk T: 01909 476118 x22
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