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Complaints Policy
Organisation: Outside the Box Holistic Education & Consultancy
Operating Region: Cornwall & beyond
Contact Email: getusoutthebox@gmail.com
Contact Phone: 07766168788
Website: www.outsidetheboxeducation.org

1. Policy Statement & Philosophy
Outside the Box (“OTB”) is committed to providing a safe, inclusive, lawful, and responsive Alternative Provision for children and young people who may be unable to access mainstream education.

In line with Department for Education (DfE) Alternative Provision guidance and Cornwall Council commissioning expectations, we recognise the importance of having a clear and accessible complaints procedure. Complaints are viewed as an opportunity for reflection, learning, and continuous improvement.

We are committed to handling complaints fairly, transparently, and sensitively, ensuring that no individual is disadvantaged for raising a concern and that the welfare and best interests of learners remain central throughout the process.

2. Scope & Application
This policy applies to all aspects of Outside the Box’s Alternative Provision and consultancy work, including outdoor learning, enrichment activities, therapeutic and wellbeing programmes, and commissioned provision for schools and local authorities.

Complaints should be raised with Outside the Box in the first instance. This aligns with Cornwall Council expectations that providers manage concerns through their own complaints procedures before Local Authority involvement is considered.

3. Core Principles & Commitments

· Accessibility & Equity – Complaints procedures are clear and accessible, taking account of SEND, communication needs, and vulnerability.
· Early Resolution – Concerns are addressed at the earliest appropriate stage wherever possible.
· Fairness & Impartiality – All complaints are handled objectively and proportionately.
· Safeguarding & Welfare Priority – Any safeguarding concerns are managed in line with statutory guidance.
· Confidentiality & GDPR Compliance – Information is handled lawfully and sensitively.
· Learning & Continuous Improvement – Complaints inform service development, staff training, and quality assurance.

4. Responsibilities
4.1 Leadership / Management Team
The leadership team holds overall responsibility for receiving, overseeing, and responding to complaints. This includes ensuring fair investigation, appropriate outcomes, and compliance with Alternative Provision guidance and Cornwall Council expectations.

4.2 Staff & Activity Leads
All staff are responsible for listening respectfully to concerns, attempting informal resolution where appropriate, and escalating complaints promptly to management.

4.3 Students, Parents / Carers & Referrers
Those raising complaints are encouraged to do so promptly, provide relevant information, and engage constructively with the process. Support will be offered where additional needs may present barriers.

5. Informal Resolution
Outside the Box encourages concerns to be raised informally in the first instance wherever appropriate. Many issues can be resolved quickly through open discussion with the relevant staff member or programme lead.

If a concern cannot be resolved informally, or if the matter is serious, it will progress to the formal complaints procedure.

6. Formal Complaints Procedure
Formal complaints may be submitted by email, post, or verbally (with a written record made). Complaints should normally be raised within 12 months of the incident or when it came to the complainant’s attention, unless exceptional circumstances apply.
Formal complaints will be acknowledged within 5 working days.
An investigation will be carried out by a member of the leadership team not directly involved where possible. A written outcome will normally be provided within 20 working days. Where delays are unavoidable, the complainant will be kept informed.

7. Escalation & External Review
If the complainant remains dissatisfied after exhausting Outside the Box’s internal complaints procedure, they may raise concerns with Cornwall Council’s Feedback Team if they believe the complaints process was not followed correctly.

Following this, complaints may be referred to the Local Government & Social Care Ombudsman as an independent and final stage of review.

8. Recording, Monitoring & Learning
All complaints are recorded securely in line with GDPR and data protection requirements.
Complaints are monitored to identify trends, inform quality assurance processes, strengthen safeguarding practice, and support continuous improvement.

9. Safeguarding, SEND & Serious Complaints
Any complaint that raises safeguarding concerns will be managed in line with Keeping Children Safe in Education and Outside the Box’s Safeguarding Policy.
Complaints relating to SEND or reasonable adjustments are considered in line with the SEND Code of Practice and Equality Act 2010.

10. Monitoring & Policy Review
This Complaints Policy is reviewed annually or sooner if required due to changes in legislation, statutory guidance, or Cornwall Council commissioning requirements. Feedback from complaints informs ongoing review and improvement.
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