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1 Introduction 

1.1 Circulation:  This policy is addressed to all members of the  English Country Guardians 

team, all English Country Guardians host families and to all parents and students.   

1.2 This policy can be made available in large print or other more accessible format, if required.  

If you require assistance with making a complaint, for example because of a disability, please 

contact the Principal Joanna Winstanley who will be happy to make appropriate 

arrangements. 

1.3 Application:  The policy provides guidelines for handling concerns and complaints about the 

Guardianship Organisation. The procedures set out below may be adapted as appropriate to 

meet the policy aims and circumstances of each case.  Certain of the procedures can only be 

carried out during term time. Concerns or complaints regarding a school should be made 

directly to the school concerned. 

1.4 Child protection: Separate procedures apply in the event of a child protection issue, please 

see our separate Child Protection Policy. A concern about the safety of a student should be 

notified immediately to the person you believe is best placed to take urgent action and 

should be confirmed in writing to the Principal. 

1.5 Parent(s):  Includes a current parent or legal guardian and may at our discretion include a 

parent whose child has recently left the Guardianship Organisation. 

1.6 Three stages:  This policy describes a three stage procedure:  

• Stage 1:  informal raising of a concern or difficulty notified orally or in writing to the 

Principal 

• Stage 2:  a formal complaint in writing to the Principal  

• Stage 3:  a reference to an independent person 

 

Timescales:  We aim to resolve any complaints in a timely manner.  Timescales for each 

stage are set out below in the relevant paragraphs.  When we refer to working days, we mean 

Monday to Friday, during term time.   

2 Policy aim and statement 

2.1 Aim:  The aim of this policy is to ensure that a concern or complaint is managed 

sympathetically, efficiently and at the appropriate level, and resolved as soon as possible.  

Doing so is good practice, it is fair to those concerned and it helps to promote parents' and 

students' confidence in our ability to safeguard and promote welfare.  We will try to resolve 

every concern or complaint in a positive way with the aim of putting right a matter which may 

have gone wrong and, where necessary, reviewing our systems and procedures in light of the 

circumstances. 

Policy statement:  We need to know as soon as possible if there is any cause for 

dissatisfaction.  We recognise that a difficulty which is not resolved quickly and fairly can 

soon become a cause of resentment, which would be damaging to relationships and also to 

our culture.  Parents and students should never feel (or be made to feel) that a complaint will 

be taken amiss or will adversely affect a student.  The policy, however, distinguishes between 

a concern or difficulty which can be resolved informally and a formal complaint which will 

require investigation. 
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2.2 Complaints Form:  Every concern or complaint notified to a host family member or the 

Principal will be noted, together with the action taken, on a standard form.  A sample of the 

form is attached to this policy in Appendix 2.  This form can be made available in large print 

or other accessible format if required. 

3 Stage 1: concerns and difficulties 

3.1 Concerns:  We expect that most concerns can be resolved informally.  Examples might 

include a dissatisfaction about some aspect of pastoral care, or about a particular host family 

or student, or some other aspect of the Guardianship Organisation's systems or equipment, or 

a billing error.  Complaints of discrimination, harassment or victimisation are taken very 

seriously and may need to be dealt with at Stage 2 without action at Stage 1. 

3.2 Notification:  If appropriate, please raise the concern informally with Joanna Winstanley, the 

Principal. 

3.3 Acknowledgement:  We will acknowledge a written notification by telephone, or  e-mail 

within two working days of receipt during term time and as soon as practicable in the 

holidays.  A matter raised orally will not necessarily be acknowledged in writing but a written 

record will be completed.   

3.4 Unresolved concerns:  A concern which has not been resolved by informal means within 15 

working days should be notified in writing as a formal complaint which will be dealt with in 

accordance with Stage 2 below.   

4 Stage 2: formal complaint 

4.1 Notification:  An unresolved concern under Stage 1, or a complaint which needs 

investigation, or a dissatisfaction with some aspect of the Guardianship Organisation's 

policies, procedures, management or administration should be set out in writing with full 

details and sent with all relevant documents and your full contact details in an envelope 

addressed to the Principal.  Your complaint will be acknowledged by telephone fax, e-mail or 

letter within two working days during term time, indicating the action that is being taken and 

the likely time scale.  A Complaints Form will be completed.   

4.2 Investigation:  The Principal may request additional information from you and will probably 

wish to speak to you personally and to others who have knowledge of the circumstances.  The 

Principal will then notify you by telephone, fax, e-mail or letter of her decision and the 

reasons for it.  Written records will be kept of all meetings and interviews held in relation to 

your complaint. 

4.3 Outcome:  The Principal's  aim would be to inform any complainant of the outcome of an 

investigation and the resolution to the complaint within 28 working days from the receipt of 

the complaint.  Please note that any complaint received within one month of the end of term 

or half term is likely to take longer to resolve owing to the presence of holidays and the 

unavailability of personnel. 

5 Stage 3: reference to AEGIS 

5.1 AEGIS will review of the decisions taken by the Principal.  AEGIS will not consider any new 

areas of complaint which have not been previously raised as part of the complaints procedure.   

 

5.2 The role of AEGIS:  AEGIS's task is to establish the facts surrounding the complaints that 

have been made by considering:  
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• the documents provided by both parties and 

• any representations made by you, the Principal and any other relevant person.  

 

5.3 If, after establishing the facts, AEGIS considers that the complaint is made out, they will 

uphold the complaint.  If AEGIS considers that the complaint is not made out, he/she will 

dismiss the complaint.  AEGIS will make these decisions on the balance of probabilities. 

5.4 It is not within the powers of AEGIS to make any financial award, nor to impose sanctions on 

members of ECG team, students, or parents.  AEGIS may make recommendations on these or 

any other issues to the Principal as appropriate. 

5.5 Notification:  To request a review by AEGIS inform the Principal in writing of your request 

within five working days of the decision complained of. Your request will usually only be 

considered if you have completed the procedures at Stages 1 and 2.  The Principal will 

acknowledge your request in writing within two working days.  If you require assistance with 

your request, for example, because of a disability, the Principal who will be happy to make 

appropriate arrangements. 

5.6 Appointment of AEGIS:  AEGIS will have no detailed prior knowledge of the 

circumstances of the complaint and is independent of the management and running of the 

Guardianship Organisation.   

5.7 Procedure: Please email AEGIS at info@aegisuk.net. Please state the outcome that you 

desire and all the grounds of your complaint as well as a list of the documents which you 

believe to be in the Guardianship Organisation's possession and wish AEGIS to see. Please 

ensure that a copy of all relevant documents you hold and your full contact details are 

included in the email 

5.8 Decision:  After due consideration of the matters, AEGIS shall reach a decision.  AEGIS's 

decision, findings and any recommendations will be notified to you, the Principal and where 

relevant, any person about whom the complaint has been made in writing by electronic mail.  

If you do not wish to receive the decision by electronic mail, a copy will be given or posted to 

you.  Reasons for the decision will be given. Every effort will be made to enable the 

independent person to review the complaint within 14 working days of the receipt of your 

request.   

Confidentiality:  A written record will be kept of all complaints, and of whether they are resolved at 

Stage 1 or proceed to an AEGIS review.  Correspondence, statements and records relating to 

individual complaints will be kept confidential except to the extent required by law.  

mailto:info@aegisuk.net
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Appendix 1 Complaints form 

This form is to be completed by any member of ECG who receives a complaint or a parent, student or 

host family who wishes to make a complaint.  It should be passed to the Principal. 

What is the nature of the complaint?  (Please tick) 

  Staff conduct   Parental conduct 

  Host Family Conduct   Student conduct 

  Condition of host family home   Pastoral care 

  Matters of regime and routine   Access to or regulation of extra curricular activities 

  Other (please give details) 

Please give details of the complaint 

 

 

 

 

Date[s] of incident Time[s] 

If the complaint is about someone's behaviour please give the names of any witnesses to the 
incident[s] 

 

 

Action taken 

 

 

Name Position  

Signed Date 

 

 


