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1. Purpose of This Policy


This Complaints Policy explains how Aspire2 will handle concerns or complaints raised by pupils, parents, school staff, partners, volunteers, funders, or members of the public. Our aim is to resolve issues fairly, promptly, and constructively, and to learn from feedback to improve the enrichment activities we provide to the eleven schools we support in Reading.




2. Our Commitment


Aspire2 is committed to:

· Listening to concerns with respect and openness
· Handling complaints promptly, fairly, and consistently
· Keeping matters confidential where appropriate
· Ensuring no complainant is disadvantaged for raising a concern
· Learning from complaints to improve our activities, governance, and systems





3. What This Policy Covers


This policy covers complaints about:

· The quality or delivery of enrichment activities
· Staff, volunteer, or trustee behaviour
· Administration, communication, or decisions within Aspire2
· Health and safety matters related to Aspire2 activities


This policy does not cover:

· Safeguarding concerns — these must follow Aspire2’s Safeguarding Policy and be reported immediately to our Designated Safeguarding Lead.
· Complaints about school staff or school policies — these must be directed to the relevant school’s own complaints process.





4. How to Make a Complaint


Complaints may be made:

· By email:manager@aspire2whitley.com
· By phone: [Insert number]
· By post: the manager expired to Blagdon Nursery , Blagdon Road Reading RG27NT
· In person: By arranging a meeting with the Charity Manager
For 

Complainants may be supported or represented by someone else if needed.




5. Informal Resolution


Where possible, concerns should be raised informally with the relevant staff member or project lead.

Aspire2 aims to:

· Acknowledge informal concerns within 5 working days
· Resolve them within 10 working days


If the issue cannot be resolved informally, the complainant may proceed to the formal stages.




6. Formal Complaint Process



Stage 1 – Formal Written Complaint (Investigation by Charity Manager)


The complainant submits a written complaint to:

Nina Bailey, Charity Manager



Nina will:

1. Acknowledge receipt within 5 working days
2. Investigate the complaint (may involve speaking to relevant individuals or reviewing documentation)
3. Provide a written response within 20 working days


If the complainant is not satisfied, they may request progression to Stage 2.




Stage 2 – Trustee Review


If escalation is requested, the complaint will be reviewed by:

· Charlie Clare, Chair, unless the complaint concerns him
· If it concerns the Chair, review will be undertaken by Jacky Steele, Vice-Chair
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