
  

 

Schools Alliance for Excellence Complaints Policy and Procedure 

Summary 

Schools Alliance for Excellence (SAfE) is committed to providing high quality service.  

If you have a comment, concern or complaint we would like to know as soon as possible.  

We welcome feedback and suggestions for improving our work and maintaining our 

standards.  

To facilitate this, we are committed to: 

• Dealing with a complaint in an open and accountable manner within set timeframes 

• Communicating the outcomes clearly and providing information on any actions we 

have taken; and 

• Learning from complaints and using them to improve our service 

Making a complaint will not compromise the provision of any future services or support. 

Scope 

This Policy applies to the commission of SAfE services directly.  

A complaint is deemed as being a clear expression of dissatisfaction with any aspect of the 

service or activities provided by SAfE.    

This policy does not cover: 

• Actions taken by Surrey County Council (their complaints policy applies) 

• Complaints from parents or the community about actions taken by schools, trusts 

and settings in response to guidance by SAfE (the schools are the ultimate decision 

makers and the appropriate school’s complaints policy applies)  



  

 
 

1. Policy 

Feedback or constructive comments can often be resolved informally. These can be emailed 

to our Customer Service team who will pass them on to the appropriate Manager for 

consideration and if necessary, action.  

The Customer Service team are trained to assess if the feedback or comments constitute a 

formal complaint and will advise the person giving the feedback accordingly.  

We define a complaint as an expression of dissatisfaction about a service, product or 

employee.  Complaints require a formal written response. 

We have a straightforward and prompt process in place to resolve any complaints quickly. 

You will receive an acknowledgement of your email within two working days and a written 

response within twenty working days from receipt of your complaint, unless extended by 

mutual agreement. We will keep you informed of any changes to this timeframe. 

Normally we will only consider complaints within 6 weeks of the date of the alleged poor 

service experience or the performance of one of our personnel.  Only in exceptional 

circumstances, we will consider a complaint after 6 weeks, but we will expect you to provide 

a clear explanation of why the complaint has been alerted to us late. 

All personal information or records relating to complaints will be treated in the strictest 

confidence and in accordance with the requirements of the Data Protection Act 2018.  

Information will only be disclosed to those who need to know, so they can investigate the 

complaint. 

The Chief Executive Officer will report to the Company’s Board of Directors on the numbers 

and nature of complaints received. This will cover how the complaint(s) were resolved and 

any learning points identified.   

2. Procedure 

2.1 Formal Complaints Process 

Your complaint should be sent with the subject heading ‘Complaint’ to 

l.may@schoolsallexcel.com.  It should clearly lay out the facts and your desired outcome. 

You will receive an acknowledgment of your email within two working days.  

The complaint will be investigated and as part of this process, you may be contacted to 

discuss the issue in person or by phone. We may contact anyone else who has relevant 

information.  



  

 
You will receive a written response normally within twenty working days from receipt of 

your complaint, unless extended by mutual agreement. We will keep you informed of any 

changes to this timeframe. 

2.2 Appeals 

If you are dissatisfied with the response or have a serious concern you can appeal to the 

Chief Executive Officer either in writing or by email.  The Chief Executive Officer will carry 

out an investigation and provide a written response within twenty working days of receipt of 

the appeal.   

If you are dissatisfied with the response from the Chief Executive Officer, you can appeal to 

the Chair of the SAfE board either in writing or by email.  

 

This Complaints Policy and Procedure has been updated and adopted by Schools Alliance 

for Excellence September 2025. 

Body Responsible: SAfE Board of Directors 

 


