HAYNES HOMEWORK HUT COMPLAINTS PRODECURE
(updated and reviewed June2026)
1) Terms and details
· A Concern may be defined as “an expression of worry or doubt over an issue considered important for which reassurances are sought”
· A Complaint may be defined as “an expression of dissatisfaction however made, about actions taken or a lack of action”.  These include allegations against a member of staff working for Haynes Homework Hut.
2) How to raise a complaint
· It is in everyone’s’ interest that concerns and complaints are resolved at the earliest possible stage.  This may be resolved informally without the need to use the formal stages of our complaint procedure.  Haynes Homework Hut will take your concerns seriously and will make every effort to resolve the matter as quickly as possible.
· If people would like to raise their concerns formally, Haynes Homework Hut will attempt to resolve the matter internally, throughout the stages outlined within this procedure.
· If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing
3) How to raise a concern or make a complaint
· A concern or complaint should be made in person, by email, directly to Gill at Haynes Homework Hut. 
· Email address:hayneshomeworkhut@gmail.com
4) How will the complaint be resolved
· Haynes Homework Hut wants to resolve the complaint. If appropriate, we will acknowledge that a complaint is upheld in whole or in part.  In addition, we may offer one or more of the following:
· An explanation
· An admission that the situation could have been handled differently or better
· An assurance that we will try to ensure the event complained of will not recur.
· An explanation of the steps that have been or will be taken to help ensure that it will not happen again and an indication of the timescales within which any changes will be made.
· An undertaking to review this and our safeguarding policy considering the complaint if required
· An apology if required
· A refund for lessons not held.
