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All complaints will follow the following procedure:

 The complainant must notify Second Chance Hereford within 7 days of the alleged incident.
Complaints after this time will only be considered if the complainant can show reasonable extenuating
circumstances. Such circumstances will be judged on a case by case basis. 

All complaints must include the following information in writing: 

· Resolution: The complainant is required to state how they would like to see the complaint resolved, for
example a mediation process, or a complaint of misconduct etc. In the first instance and with all low level complaints, Complainants are encouraged to attempt a mediation resolution in the first instance.
· Facts: All complainants must be aware that the evidence they present as a complaint must be truthful and based in fact and that evidence can be presented in order to support and allegation. It is a civil wrong under The Defamation Act (2013) to make a statement that is not fact or the fact cannot be proved. Complainants are advised that if they make any false or malicious allegations against any other person or representative of Second Chance Hereford this will be treated as a disciplinary matter.
· Impact: In this section the compliant is encouraged to use emotion and opinion in saying how they have personally been affected by the issue. 

1. Once the Statement of Facts has been submitted the matter will be investigated. At this point a message (written or electronic ) must be sent to the person complained about (hereafter complainee) within 24hrs stating that an official complaint has been made against them.
2. All complaints will be looked at objectively and fairly and only substantiated facts will be taken into consideration by investigators. Investigators may then speak to the person/people/representative of the Farm in order to ascertain the other side of events and to put the statement of facts including resolution and impact to the complainee. This must be be recorded and stored in the complainants personal file.
3. Once the complainee has been given an opportunity to comment on the complaint made against them, the investigator(s) will complete a report outlining the two sides of the case and assessing on the civil standard of proof what is most likely to have transpired.

Levels of Incident: 

General misconduct will include rudeness, aggressive behaviour, behaviour that could reasonably be considered intimidating by a reasonable third party and any activity that causes another harassment, alarm or distress that the person undertaking these activities knew or ought to have known amounted to an act of harassment.
We can in low level complaints suggest a form of mediation that both parties agree to. Any act that on the balance of probabilities showed an intentional attempt to cause another person to feel intimidated, harassed, alarmed or distressed will be immediately escalated to serious misconduct. Any act that on the balance of probabilities could constitute criminal offence will also be immediately escalated to serious misconduct (not precluding gross
misconduct). SCH will immediately escalate any incident, involving assault or violence, theft, substantial criminal damage, or drug use. 

In the first instance complaints should be made to the Director using the following details: 

Vicki Pearce
Second Chance Hereford, Moss Hill Cottage, Monkland, HR6 9DF
info@secondchancehereford.com
Contact: 07543 380960

Where a complaint is being made against the Director this should be made to the Quality Ombudsman for Alternative Provision or Local Authority. 

Complaints from learners, parents, carers, education providers and other referring agents will all be given equal and full attention. 

We ask that complaints are made in writing and preferably sent via email to ease recording of the complaint. 

Complaints relating to course content, learner experience and course outcomes should all be submitted in the same way. 

We will always work with you to resolve complaints and hope that a resolution can be reached. Where this is not possible a mutually agreed cessation should be arranged for the complainant. 

We will acknowledge complaints within 3 days during term time and will ensure a full response is given within 28 days. Where the complexity of the complaint makes this untenable, we will provide this information within the 28 day timeframe with a determination date for resolution. 
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