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Complaints Policy



Overview

At Be My Tutor, our overarching aim to Empower Every Student to Flourish. In order to do 
this, we strive to create a dynamic, inclusive and welcoming environment where all 
stakeholders feel valued.  We endeavour to work closely with all our parents and students to 
constantly improve our care and service. We welcome suggestions on how to improve our 
service and care and will give prompt and serious attention to any concerns. 

Commitment to Continuous Improvement

We value your feedback. As part of our commitment to transparency, we operate a "You 
Said, We Did" feedback mechanism. All concerns and suggestions are tracked to help us 
improve our service. Termly, we share a summary of this feedback and the resulting 
improvements with the Local Authority to ensure our service meets the needs of our 
students and families. The Council reserves the right to request information on complaints at 
any time during the contract to ensure quality assurance.

In most instances,  concerns will be resolved quickly by an informal approach to the appropriate 
tutor. It is important that concerns are raised as soon as possible, in line with the informal 
process. If this does not achieve the desired result or if the matter is not appropriate for an 
informal process, we have a clear formal procedure for dealing with concerns.

We aim to bring all concerns regarding the running of our services to a satisfactory conclusion 
for all of the parties involved. We aim to learn from all matters raised with us for the benefit of 
every stakeholder and end user of our service.

Stage 1: Informal Stage

If you have a concern that can be dealt with informally you should discuss this first on a 
confidential basis with your child’s tutor. They will work with you to clarify the issue, investigate 
further, if necessary,  and from there to resolve the issue that you have raised and take action 
where appropriate to correct the issue that you have identified.

Stage 2: Formal Stage

If you are not satisfied with the response from the informal stage or if you have a concern 
which is deemed too serious to be raised at an informal level, you should raise your concern 
in writing to the main office.

A member(s) of the Be My Tutor  leadership team will arrange an appointment  with you to 
discuss your complaint and following this, carry out an investigation into the issues that you 
have raised, if this is applicable.

Following this formal meeting, a written confirmation of the outcome of the stage 2 formal 
complaint will be shared within 28 days of the date that the stage 2 complaint was raised. In 



the event of an exclusion or early termination of a placement, the relevant Referrer, School, 
Council, parents/carers, and social workers will be notified on the same day.

Documentation

An agreed written record will be taken to minute the main discussions, any decision taken and 
/or agreed action(s) for all complaints within stage 2. Be My Tutor will maintain a copy of this 
discussion confidentially and in line with all GDPR and data protection requirements.

This confidential record of formal complaints will be made available for the Local Authority at 
their request. Where there are general learning points for us, these will be provided in a way 
that does not refer back to the original complaint unless this has been specifically agreed with 
you as the complainant.

Complaints and How to make a complaint

Be My Tutor is committed to resolving concerns promptly, fairly and transparently. If you wish to 
make a complaint, please submit it in writing by emailing info@bemytutor.co.uk.
 Please include as much relevant information as possible, including your name, contact details, 
the nature of your complaint, and any supporting evidence, so that we can investigate the 
matter thoroughly. We will acknowledge receipt of your complaint and respond in accordance 
with the timescales set out in this policy. 

Any complaint will be dealt with in full within 28 days of receipt of the written complaint, 
including a written response which will include an account of the findings of the investigation 
and any action taken as a result.

Be My Tutor keeps a written record of complaints which includes:

▪ the nature of the complaint,

▪ how the complaint was dealt with,

▪ the outcome of the investigation,

▪ any action taken, and

▪ whether the parent/guardian was given an account of the findings within 28 days of 

the date on which the complaint was

Complaint report summaries (data protected) are available to parents/guardians on request.

mailto:info@bemytutor.co.uk


Where the complaint is of a safeguarding nature, the appropriate local authority safeguarding 
team/children’s service or LADO will be contacted in line with our safeguarding procedures.
Complaints records are kept for three years.


