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If Something Doesn’t Feel Right: Our Complaints Approach

At Cultivate, we want children and families to feel safe, heard and able to flourish. If something
doesn't feel right, we'd really like to know so we can listen, learn and put things right where we
can.

This page explains, in simple steps, what to do if you have a worry, concern or complaint.

Our guiding principles
When you raise something with us, we will:
e Listen carefully and with empathy
e Take your concern seriously
o Keep your child’s wellbeing at the centre of our thinking
e Be as open and honest as we can
e Look for solutions together, not blame
e Learn from what has happened so we can keep improving our environment and practice

We ask everyone to engage in conversations in good faith and with kindness, even when things
feel difficult.

Step 1: Talk to us informally
Most worries can be sorted out through a conversation.

e You can speak to your child’s key adult or another trusted adult in school at drop-off,
pick-up or by arranging a time to talk.

e You can also email or call us if that feels easier.
At this stage we will:
e Listen to understand what has happened from your perspective
e Clarify what you're hoping for
e Agree any immediate steps we can take, and how we'll check back in with you

We aim to respond to informal concerns promptly (normally within a few school days). If we
need longer, we will let you know.

If you feel that your concern hasn't been resolved, you can move to a more formal complaint.

Step 2: Making a formal complaint
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If talking things through informally hasn'’t resolved the issue, or you feel unable to raise it
informally, you can make a formal complaint.

How to do this
e Please email or write to the Headteacher setting out:
e What your concern or complaint is (with any key dates)
o What has already been tried to resolve it
e What you would like to see happen next, if you have a preference

e If it is difficult for you to write things down, let us know and we will support you to set
out your complaint.

If your complaint is about the Headteacher, we will give you the contact details for the Chair of
Governors/Proprietor so you can write to them instead.

What happens next
¢ We will acknowledge your complaint within a few school days.

e The Headteacher (or someone they ask to help) will look into what has happened, which
may include speaking with you, relevant staff and, where appropriate, your child.

e We may invite you to a meeting to explore things in more depth and think together
about a way forward.

e You will receive a written response explaining what we have found, any decisions made
and any actions we propose to take.

We aim to complete this process within a few weeks where possible, though complex situations
may take longer. If so, we will keep you updated.

Step 3: If you're still unhappy

If, after receiving the response to your formal complaint, you still feel your concerns haven't
been handled fairly or fully, you can ask for a review by a small complaints panel.

This will normally include people who have not been directly involved in the situation, and at
least one person who is independent of the day-to-day running of the school. The panel will
look at how the complaint was handled and whether the decisions made were reasonable based
on the information available at the time.

You will receive information about how to ask for this review when you receive the formal
response from Stage 2.

Safeguarding concerns

If your concern suggests that a child may be at risk of harm, our Designated Safeguarding
Lead will be informed and our safeguarding procedures will be followed, in line with our
Safeguarding Policy and legal duties. In these cases, there may be limits on what we can share
while external processes are ongoing, but we will explain this wherever we can.



3;' Cultivate
)/
S, Curiosity Craativiy Connaction

Your voice matters

We know it can be hard to raise a concern, especially if you're worried about how it might
affect your child’s experience. Our intention is always to respond with curiosity and care, not
defensiveness.

Your feedback helps us cultivate the kind of environment we believe children need to thrive:
safe, nurturing, playful and human-scale. If you're unsure whether something “counts” as a
complaint, please still talk to us — we would rather know, so we have the opportunity to reflect
and evolve.



