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Complaints Policy

Youth Pathway aim to provide the highest quality activities, projects and clubs for children and young people registered with us. We aim to offer a warm welcome to each child/young person and their family. A place where young people can develop important social, mental and physical attributes that will have a positive impact to their future. Therefore, this complaints procedure is not limited to parents or carers of young people that are registered with us. Any person, including members of the public, may make a complaint to Youth Pathway about any provision of facilities or services that we provide. Unless complaints are dealt with under separate statutory procedures (such as appeals relating to exclusions or admissions), we will use this complaints procedure.
Concern vs Complaint
A concern may be defined as ‘an expression of worry or doubt over an issue considered to be 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’. It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage. Many issues can be resolved informally, without the need to use the formal stages of the complaints’ procedure. In the first instance, we would encourage concerns to be brought up with the Senior Manager (Mr Tonn Adcock). Youth Pathway takes concerns seriously and will make every effort to resolve the matter as quickly as possible. 
We understand however, that there are occasions when people would like to raise their concerns formally. In this case, Youth Pathway will attempt to resolve the issue internally, through the stages outlined within this complaints’ procedure.
How to raise a concern or make a complaint
Concerns and complaints can be made via telephone, writing or email. 
Complaints procedure 
Stage 1 
If any parent or individual should have cause for complaint or any queries regarding their child they should in the first instance take it up with the Activity Leader.
Stage 2 
If the issue remains unresolved and there is not a satisfactory outcome, then the concerns must be presented in writing to the Senior Manager Mr Tonn Adcock. The Senior Manager will then investigate the complaint and report back to the parent within 10 working days. This will be fully documented in the complaints log book and will detail the nature of the complaint and any actions arising from it. (Most complaints will be resolved informally at stage 1 or 2.)
Stage 3 
If the matter is still not resolved a formal meeting should be held between the Activity Leader and/or Senior Manager, Parent and young person (if appropriate) to ensure that it is dealt with sufficiently. A record of the meeting should be made along with documented minutes and actions. All parties present at the meeting will sign the record and receive a copy, which will signify the conclusion of the procedure.

A record of complaints will be kept. These will be accessible only to the parties involved and will be stored as confidential files.
In case of a child protection related complaint, please refer to the Child Protection and/or Safeguarding Children Policy. We always hope that you will be happy with the service provided, our intention is to work in partnership with parents and the community and we welcome suggestions on how to improve our service.
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