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Complaints Policy 

The Lighthouse Schools aim to provide a high quality of service in all its work.  We take 

complaints seriously and welcome your feedback on the service that we provide.  In order 

to ensure we are dealing with complaints effectively, we have adopted the procedure 

outlined below. 

 

How should complaints be made? 
Complaints may be made verbally or in writing. We commit to handling your complaint as quickly and 
thoroughly as possible. You may: 

• Telephone The Lighthouse School (01843 482043) 

• Visit us by scheduling an appointment with the Principal or assistant Principal  

• You may also submit your complaint in writing/email, setting out the nature of your complaint in as 
much detail as possible and sending your letter/email to the Principal. 

 
Response times 
All telephone calls requesting a return call will be returned within 24 hours or 1 working day. Letters will be 
acknowledged within 3 working days on receipt and a full reply will be sent within 14 working days of receipt. 
Further response times are set out in the procedure itself. 
At all stages the complainant will be kept informed as to what is happening with their complaint or appeal. If 
for whatever reason it is not possible to deal with the complaint within the published timescale then the 
complainant will be informed of this, and a reason given. 
 
The Complaints Procedure 
In the first instance, a complaint can be made to any employee of the organisation. That employee will write 
down the details of the complaint, if the complaint is being made verbally, and forward it to the Principal. Any 
written complaints will be forwarded in the same manner. (Complaints should be recorded using the 
Lighthouse Schools Complaint Log) 
The complainant will be informed of the timescale within which they should receive a response as indicated 
above. If the matter is not resolved within the timescale or within a mutually agreed time, it will be referred to 
stage two. 
 
A panel will be convened of independent persons who have the relevant skill and knowledge to understand 
the issues surrounding the complaint being made. The person making the complaint along with their 
representative if appropriate will be invited to attend the panel hearing and present their complaint. The 
complaint will be heard again in its entirety. The panel will then inform the complainant in writing of their 
decision within 3 working days of the hearing. The decision from this panel hearing is final. 
 
Recording of Complaints 
A record of a complaint and its outcome should be kept and this should be filed separately from the 
individuals’ records. Individuals will still have access to this through the provisions made by the organisation 
for all to have access to records held about them. 
 
Complaints Leading to Disciplinary Action 
This policy is concerned only with resolving complaints and not with the investigation of disciplinary matters. 
The purpose of the complaints procedure is not to apportion blame amongst staff. It is to investigate 
complaints to the satisfaction of complainants (while being fair to any staff involved) and to learn any lessons 
for improvement in service delivery. Inevitably however, some complaints will throw up information about 
serious matters which indicate a need for disciplinary investigation. Consideration as to whether or not 
disciplinary action is warranted is a separate matter for management. 
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Monitoring and Reporting 
The Principal will oversee all complaints received by The Lighthouse School. 
Continued monitoring of complaints will take place and will form part of the quality reviews. Acorn Homes UK 
Human Resources will receive copies of complaints as processed. The Lighthouse Schools will be required to 
make available information regarding the numbers of complaints as part of its annual report. 
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