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School aims

At TLC LIVE Online School, our mission is to nurture a virtual community, where students
from diverse backgrounds come together to learn and grow. We are committed to
understanding and addressing the unique needs of each student, providing tailored support
to facilitate their progress in both academic and personal development. Through innovative
online learning platforms and personalised guidance, we empower students to excel in their
studies and navigate their educational journey with confidence. Each student is different
and at TLC LIVE Online School they have the opportunity to personalise their learning
journey based on individual needs. Our goal is to foster a culture of continuous learning,
where students embrace the opportunities of digital education, collaborate with peers, and
emerge as well-rounded individuals prepared for success in their next step in life.

Complementing Our School

Compliments are valuable, welcome and important and when they are received, either

verbally or in writing, they will be recorded. Compliments enable the school to:
e Understand that our service is being provided to satisfaction

e provide positive feedback to our staff

e influence our organisational and school development

« inform our quality assurance program

Complaining About Our Service

TLC LIVE Online School recognises that there will be times when our staff make mistakes or
get things wrong. In order to learn from such mistakes, we need to know about them and
encourage people to comment or complain. Such comments or complaints will always be
taken seriously, recorded and responded to as detailed in the procedure for resolving

complaints which accompanies this policy statement.
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Procedure for resolving complaints
Who Can Use This Procedure?

This procedure is for anyone who comes into contact with TLC LIVE Online School teachers
or TLC head office. By anyone we mean service users - pupils, carers, parents, school staff
and any other member of the public. You may have the assistance of a friend or someone
else to help you with any or all of the stages of this complaint’s procedure. If you wish to
follow this procedure and complain about an aspect of our service, this will NOT affect any

services you receive, or wish to receive, from the TLC LIVE Online School.

Raising an issue at work

Stage 1

We hope that complaints can be resolved informally by speaking directly to the person or
persons involved. This can be done either by telephone or in a face-to-face meeting. All
complaints will be recorded in the TLC LIVE complaints log. If the complaint is resolved at
this stage, you will receive a letter or email outlining the issue and the decisions reached
and agreed. If, however, informal resolution is not possible Stage 2 is available to support

complainants.

If it has not been possible to resolve your complaint at Stage 1 you should move to Stage 2.

Stage 2

If your complaint hasn’t been resolved at Stage 1, you should contact the Headteacher-
Ryan Lockett by email: headteacher@tlcliveonlineschool.com or by letter to: 2 Ducketts

Wharf, South Street, Bishop's Stortford, Hertfordshire, CM23 3AR

Once the complaint has been acknowledged it will be fully investigated, by discussion with

all individuals involved and a written response provided within 10 working days.
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Stage 3

Should the response at Stage 2 fail to resolve the issue, the complainant may escalate the
complaint further. The escalated complaint will be reviewed by a senior management team
member not previously involved in the complaints process and they will re-evaluate the
initial findings and the procedures followed. A response from this review will be provided

within 15 working days from the escalation.

Stage 4

If the complainant remains dissatisfied after Stage 3, an Appeals Panel will be appointed by
or on behalf of the service and consisting of at least three people who were not directly
involved in the matters detailed in the complaint, including one who is independent of the
management and running of the service. This panel will consist of at least one member not
previously involved in the complaint and a third party who is not involved in and is
independent from the management of the company with a minimum of 3 people forming
the panel. The panel will review all previous decisions and may call for further evidence or
testimonials. The parent or parents are able to attend the hearing and be accompanied by
one additional person. The panel's decision will be final and they will make findings and

recommendations and a copy of those findings and recommendations will be:

provided to the complainant and, where relevant, the person complained about; and
available for inspection on the service’s premises by the proprietor and the head
teacher.
These will be communicated within 20 working days from the date of the appeal request
and recorded on the complaints system along with any actions taken as a result of the
complaints, regardless of whether they are upheld. These will be available for future
inspection and made available on the premises for inspection by the headteacher and
proprietor.
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Confidentiality

Throughout the complaint process, confidentiality will be strictly maintained in our
Complaints log with access restricted to those who have a need to access except where the
Secretary of State or a body conducting a quality assurance visit under the online
education accreditation scheme requests access to them. Information that could identify

the complainant or involved staff will be protected to ensure privacy.

Monitoring and Review

This policy and its procedures will be regularly reviewed to ensure effectiveness and
responsiveness. Updates will reflect ongoing feedback and the evolving needs of our

community, underscoring our commitment to accountability and continuous improvement,

This comprehensive approach ensures that all parties involved in a complaint are heard
and that resolutions are just and timely, supporting a constructive and transparent

educational environment at TLC LIVE Online School.
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