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Behaviour and Expectations 
Heroes Centre LTD provides a service that engages children and young 
people in education and activities. We acknowledge that some students 
may not be familiar with a school setting. As such, we operate a flexible, 
individualised behaviour policy that clearly sets out the expectations we 
have of our students, and appropriate restorative approaches should 
these expectations not be met. We believe that a structured individual 
behaviour support approach is the best approach for our students, in 
line with the bespoke nature of the provision that we offer. 
 
Our expectations 
 
We expect all students to try, and in return we will respect their efforts. 
 
In our setting, we achieve success by: 
 

• Valuing Others 
• Encouraging high aspiration and a love of learning 
• Creating a safe learning environment 
• Showing tolerance, respect and fairness 
• Providing rewarding learning experiences 
• Listening to and respecting others’ views 
• Offering diverse opportunities 
• Appreciating and embracing diversity 
• Recognising and celebrating all achievement 
• Preparing for independence and future challenges 

 
Good behaviour forms the basis of high-quality education and is 
essential for effective learning. We, therefore, ensure that the children 
and young people that we work with feel secure, and know where they 
can seek support should they need it. As staff, we help provide this 
security and knowledge, and as parents and guardians, we ask you to 
do the same. We have a collective responsibility to ensure that we 
maintain the well-being of the young people we work with. All we ask in 
return is that you, as a student, treat the people you interact with 
respectfully. 
 
All tutors will apply the policy with consistency.  All members of staff 
take responsibility for the behaviour and safety of students, and the 
management team are kept informed. 



 

 

 
Communication with parents will be made in the event of serious or 
persistent breaches of our expectations. We have a duty to ensure our 
staff have a happy and safe working environment. 
 
We endeavour to offer a holistic service which takes into account all of 
the needs of the individual, including their behaviour, which is why all 
behaviour support is compiled on an individual basis. It may be that we 
seek interventions in order that we can help the young people that we 
work with better understand the cause and effect of their behaviour. 
 
Restorative Approaches  
 
We take the approach of using restorative justice rather than punitive 
sanctions for our students. A restorative approach focuses on mediation 
and agreement rather than punishment.  
 
Severe/Dangerous Acts 
 
There are however some things that we must take a firmer approach to, 
for example, violent or threatening behaviour, or being under the 
influence of controlled substances. We will endeavour to support you, 
but we are here to provide an opportunity to continue education and 
have a duty to ensure that our staff feel safe. 
 
If we believe that the student has committed a severe/dangerous act, 
we can: 
 

• Terminate the lesson unless we believe that there is a greater risk 
of harm to you if we do so. 

• If we believe that you may be in possession of anything that is 
defined as a weapon, we have a right to withdraw from the 
session to make additional referrals to the management team or to 
the police. 

• If we believe that the risk is too great, we will ensure that we 
complete a risk assessment to enable us to continue providing 
education, however, this may mean that we have to take 
measures such as meeting/arranging sessions in public places. 

Physical Contact 
Heroes has a No Touching Policy, but acknowledges there may be 
circumstances where touching is necessary. This is outlined below: 



 

 

 
No Touching Policy: 
Student-to-Student: Students are strictly prohibited from engaging in 
any physical touching that may be deemed inappropriate or make others 
uncomfortable. This includes hitting, pushing, pulling, or any form of 
physical aggression. 
 
Teacher-to-Student: Teachers are expected to maintain a professional 
boundary and avoid unnecessary physical contact with students. While 
appropriate and gentle touch, such as handshakes or pats on the back, 
can be suitable in certain situations, any form of physical contact should 
be limited to what is necessary for student safety and well-being. 
 
Student-to-Teacher: Students are encouraged to express gratitude or 
appreciation through verbal means rather than physical touch. While 
respectful and appropriate physical contact may be suitable in some 
instances, such as a high-five or a handshake, it should always be 
initiated and welcomed by the teacher. 
 
Circumstances where physical touching may be necessary: 
 
Positive handling 
Heroes staff with a valid DBS can use positive handling in a range of 
normal daily interactions such as: 

• giving guidance to children, such as how to hold a paintbrush or 
use climbing equipment 

• providing comfort and emotional support, such as placing an arm 
around a distressed child 

• providing intimate care, such as nappy changing or toileting in 
specific circumstances where parental consent has been obtained 

• providing first aid 
 
Staff must always be aware and respect the fact that all children 
respond to physical contact and touch in different ways. Some children 
are over-demonstrative and may demand a great deal of affection and 
physical contact, while others may try to avoid it altogether. Where 
possible, staff should avoid giving any physical comfort when 
sought by a child. There may also be children who have experienced 
emotional, physical or sexual abuse and they will need very sensitive 
support and care. Staff must also respect any cultural sensitivities to 
physical contact. 



 

 

 
All children have a right to safety, privacy and dignity when contact of a 
physical or intimate nature is required and depending on their abilities, 
age and maturity should be encouraged to act as independently as 
possible. Staff should ensure that intimate care such as nappy changing 
and toileting, or changing wet clothes is carried out one-to-one by a 
child’s key person wherever possible, staying visible to other 
practitioners but maintaining a child’s privacy, for example, leaving the 
door ajar. 
 
Physical intervention 
Physical intervention can include mechanical and environmental means 
such as high chairs, stair gates or locked doors which are used to ensure 
a child’s safety. 
 
Restrictive physical intervention 
This involves the use of physical intervention intentionally to restrict a 
child’s movement against his or her will, reducing any risk to the child, 
other children or adults in the immediate area. In most cases, this will 
be through the use of the adult’s body rather than mechanical or 
environmental methods. 
 
Staff must only use restrictive physical intervention in extreme 
circumstances when children are in danger of hurting themselves, others 
or of causing significant damage to property. It should be used in the 
context of positive behaviour management approaches and alongside 
other strategies. Where possible, every effort should be made to avoid 
the need for physical restraint through dialogue and diversion. Staff 
should use the minimum restrictive force necessary to maintain safety 
and for as short a period as possible. 
 
Restrictive physical intervention must never be used as a punishment or 
as an alternative to other methods which would be effective. The Early 
Years Foundation Stage (EYFS) Statutory Framework states that staff 
must not use or threaten corporal punishment to a child, and must not 
use or threaten any punishment which could adversely affect a child's 
wellbeing. However, it says that physical intervention can be taken for 
the purposes of averting the immediate danger of personal injury to any 
person (including the child) or to manage a child’s behaviour if 
absolutely necessary. Under these circumstances, staff will not be taken 



 

 

to have used corporal punishment and therefore will not have 
committed an offence. 
 
It is important that any use of restrictive physical intervention is 
recorded as soon as possible and within 24 hours of the incident. It 
should also include any subsequent injury or distress and what was done 
in relation to this. Parents must be informed and given a copy of the 
record. 
 
Practitioner concerns 
While physical contact is essential to the basic care routines and 
emotional wellbeing of children at nursery and early years level, many 
early years staff may still have several concerns such as: 
 

• protecting themselves from potential safeguarding allegations 
• balancing the emotional needs of the child with best practice 
• using physical restraint with children when they are in danger or at 

risk of danger 
• physical handling of children with special educational needs and 

disabilities (SEND). 
 
Staff must be consistent in their use of positive behaviour support, 
physical contact and restrictive physical interventions and therefore it is 
essential that they receive relevant training in these areas as well as 
having a secure knowledge of safeguarding. If staff identify behaviours 
relating to physical contact that are giving them cause for concern, they 
must report this to their designated safeguarding lead or another senior 
member of staff immediately. 
 
 
 
 
 
 
 
 
 
 
 
Student Behaviour - “3 Strike” Policy 
 



 

 

The objective of this policy is to set clear guidelines for behaviour, 
promoting mutual respect, responsible conduct, and accountability for 
one's actions. We aim to foster an environment that encourages 
personal growth and community cohesion while ensuring the safety and 
well-being of all our members. 
 
Policy Guidelines: 
Three Strikes Rule: The "Three Strikes Rule" will be implemented for 
individuals who display disruptive behaviour or violate the organization's 
code of conduct. Each documented incident of misconduct will be 
considered a "strike." 
 
Warnings and Interventions: Upon the first two strikes, the participant 
will receive appropriate warnings, and interventions will be initiated to 
address the behaviour.  
 
Reporting and Documentation: All incidents of misbehaviour will be 
promptly reported. The responsible staff members will communicate 
verbally with the participant's parents or guardians regarding each strike 
and share the information with the management team. This will include 
details of the behaviour, any actions taken, and the interventions 
provided. 
 
Parent/Guardian Involvement: Parents or guardians will be actively 
involved in the disciplinary process. Open communication between 
Heroes Centre LTD and parents is vital to address behavioural concerns 
effectively. 
 
Supportive Approach: Throughout the process, our organization will 
adopt a supportive approach to help participants understand the impact 
of their actions and facilitate positive changes. 
 
Management Involvement: In the event of the third strike, where a 
participant continues to engage in disruptive behaviour despite 
interventions, the matter will be escalated to the management team. A 
thorough review of the participant's behaviour record and interventions 
will be conducted. 
 
Decision and Consequences: The management team will make a well-
informed decision based on the participant's behaviour record and the 
effectiveness of the interventions. Appropriate consequences will be 



 

 

determined, which may include disciplinary actions, suspension or 
permanent exclusion. 
 
Re-entry Plan: For participants who face suspension or other disciplinary 
actions, a re-entry plan will be developed to support their return to our 
community in a positive manner. The plan may include counselling, 
personalized support, and a behaviour contract. 
 
Appeals Process: Participants and their parents/guardians have the right 
to appeal the management team's decision. The appeals process will be 
clearly communicated and fairly administered. 
 
  



 

 

No Shouting Policy 
 
At Heroes Centre LTD, our commitment to creating a nurturing and 
supportive environment extends to every aspect of our operations, 
including the manner in which we communicate. We believe in 
implementing policies that prioritize understanding and respect over 
punishment. It is with this philosophy in mind that we introduce our "No 
Shouting Policy," aimed at fostering positive interactions and promoting 
a harmonious atmosphere for all members of our community. 
 
Purpose and Objectives: 
The purpose of the "No Shouting Policy" is to establish clear guidelines 
regarding the use of raised voices within our organization. Our primary 
objectives include: 
 
Cultivating a Supportive Environment: We seek to create an atmosphere 
of support and empathy, where communication is characterized by 
patience, active listening, and understanding. 
 
Emphasizing Positive Communication: By encouraging respectful and 
positive exchanges, we aim to strengthen relationships, promote a sense 
of belonging, and enhance overall well-being. 
 
Ensuring Safety and Order: The "No Shouting Policy" is in place to 
maintain a calm and orderly environment conducive to learning, growth, 
and collaboration. 
 
Policy Guidelines: 
No Shouting: All members of the organization, including staff, students, 
volunteers, and visitors, are encouraged to refrain from shouting or 
using a raised voice during interactions. 
 
Exception in Cases of Immediate Danger: Shouting is permissible only in 
situations where there is an immediate danger to the safety or well-
being of individuals. In such instances, raising one's voice is a necessary 
measure to ensure swift response and protection. 
 
Positive Use of Raised Voices: In specific circumstances, the use of 
raised voices may be appropriate, such as during outdoor sports 
activities where children are at a distance, and verbal instructions need 
to be conveyed clearly. 



 

 

 
Absence of Harshness in Intent or Tone: When there is a need to raise 
one's voice, it is crucial to emphasize that the intention is not to 
intimidate or impose, but rather to communicate effectively and ensure 
clarity. 
 
Alternative Communication Techniques: We encourage the use of 
alternative communication techniques, such as active listening, positive 
reinforcement, and clear articulation, to convey messages effectively 
without the need for shouting. 
 
Equality & Diversity Policy 
 
Introduction 
 
Heroes Centre Limited is firmly committed to promoting equality, 
diversity, and inclusion throughout every facet of its operations. We 
firmly believe that each individual, irrespective of their background, 
should have equal access to opportunities, resources, and services. This 
comprehensive policy underscores our unwavering commitment to 
fostering a diverse and inclusive environment where all individuals are 
treated with respect, dignity, and fairness. 
 
Policy Statement 
 
Heroes Centre Limited pledges to cultivate an environment that deeply 
respects and values the unique diversity present within our community. 
We wholeheartedly embrace the idea that our activities, programs, and 
services should be universally accessible and inclusive, regardless of 
age, race, gender, sexual orientation, disability, religion, or any other 
protected characteristic. 
 
Aims and Objectives 
 
Celebrating Diversity: Our foremost objective is to nurture a diverse and 
representative community within our organization that authentically 
mirrors the broader societal tapestry we serve. 
 
Eradicating Discrimination: We are resolutely committed to eradicating 
any form of discrimination, harassment, or victimization from every facet 



 

 

of our activities. Discrimination rooted in any protected characteristic is 
categorically prohibited. 
 
Inclusive Services: Our aspiration is to offer services and programs that 
are seamlessly accessible to all individuals, regardless of their 
background. We are dedicated to making reasonable adjustments to 
accommodate the needs of individuals with disabilities, ensuring that 
they can participate fully. 
 
Equal Opportunities: Heroes Centre Limited is wholeheartedly dedicated 
to providing equal opportunities for every individual, both in terms of 
employment and access to our services. This encompasses fair 
recruitment practices, equitable training opportunities, and avenues for 
professional advancement. 
 
Fostering Respect: We actively cultivate a culture of respect where every 
single person is treated with utmost dignity, courtesy, and empathy. All 
forms of bullying, harassment, or any behaviour that belittles or 
disrespects others will be met with unequivocal disapproval. 
 
Training and Awareness: We are steadfast in our commitment to 
providing ongoing training and heightening awareness among our 
dedicated staff and volunteers concerning matters of equality, diversity, 
and inclusion. This entails addressing unconscious biases and fostering 
an environment of learning and growth. 
 
Responsibilities 
 
Our management team assumes the responsibility of not only 
implementing but also diligently monitoring the Equality & Diversity 
Policy. 
All members of our esteemed staff and committed volunteers are 
expected to wholeheartedly uphold this policy and collectively contribute 
to creating an environment that is respectful, inclusive, and equitable. 
Complaints and Reporting 
 
Instances of discrimination, harassment, or concerns related to equality 
and diversity are to be promptly reported to the designated point of 
contact within our organization. Every complaint will be treated with the 
utmost seriousness and investigated diligently. 
 



 

 

Review and Updates 
 
This policy will undergo regular and systematic reviews to ensure its 
enduring effectiveness and continued relevance. Any requisite updates 
or amendments will be thoughtfully incorporated to reflect the evolving 
landscape of legislation and best practices. 
 
At Heroes Centre Limited, the bedrock of our mission lies in the 
unwavering promotion of equality, diversity, and inclusion as intrinsic 
pillars of our organizational ethos. Through our steadfast commitment to 
these guiding principles, we are dedicated to fostering a welcoming, 
nurturing, and harmonious environment that truly embodies the spirit of 
unity in diversity for all individuals associated with our organization. 
 
Complaints Policy - Heroes Centre LTD 
 
Introduction 
 
Heroes Centre LTD is dedicated to providing a safe and nurturing 
environment for children in compliance with Ofsted regulations and the 
Early Years Foundation Stage (EYFS) requirements. We value the input 
of parents, carers, and stakeholders in ensuring the quality of our 
services. This Complaints Policy outlines the procedures for handling 
concerns and complaints in accordance with Ofsted regulations. 
 
Purpose 
 
The purpose of this Complaints Policy is to establish a transparent and 
fair process for addressing concerns and complaints raised by parents, 
carers, or stakeholders. We aim to maintain open lines of 
communication, resolve issues promptly, and continuously improve our 
services. 
 
Procedure for Handling Concerns and Complaints 
 
Heroes Centre LTD has implemented the following procedure for 
addressing concerns and complaints: 
 
 
 
 



 

 

Reporting a Concern or Complaint: 
 
Parents, carers, or stakeholders with concerns or complaints are 
encouraged to first discuss the matter with the relevant staff member, 
such as the key worker or the manager. Many issues can be resolved 
through open communication and discussion. 
 
If the concern or complaint is not resolved to the satisfaction of the 
complainant or if they prefer not to discuss it directly with the staff 
member involved, they may escalate the issue to the Centre Manager. 
 
Concerns and complaints can be submitted in writing or via email to the 
Centre Managers at 01922 322411. 
 
Record Keeping: 
 
All concerns and complaints, whether verbal or written, will be recorded 
in writing. This record will include the nature of the concern, the date it 
was received, and any actions taken. 
 
Written complaints will be acknowledged within 2 working days of 
receipt. 
 
Investigation: 
 
The Centre Manager will investigate the complaint promptly and 
impartially. This may involve speaking with the parties involved, 
reviewing relevant documents, and gathering information as necessary. 
 
Notification of Outcome: 
 
A written response detailing the outcome of the investigation will be 
provided to the complainant within 28 days of receiving the complaint. 
 
Resolution and Action: 
 
If the complaint is upheld, Heroes Centre LTD will take appropriate 
action to address the issue and prevent its recurrence. 
 
 
 



 

 

Review: 
 
We will ask the complainant if they are satisfied with the resolution. If 
they remain dissatisfied, they may escalate their complaint to Ofsted. 
Details on how to contact Ofsted will be provided. 
 
Confidentiality: 
 
Heroes Centre LTD will treat all complaints with the utmost 
confidentiality, disclosing information only to those directly involved in 
the resolution process. 
 
Accessibility: 
 
Details on how to contact Ofsted will be made available to parents and 
carers. Additionally, we will notify parents and carers if we are to be 
inspected by Ofsted and provide copies of the inspection report to 
parents and carers of children attending regularly. 
 
Review and Updates: 
 
This Complaints Policy will be reviewed annually to ensure it remains in 
compliance with Ofsted regulations and EYFS requirements. 
 
Heroes Centre LTD is committed to fostering a positive and collaborative 
relationship with parents, carers, and stakeholders, and we encourage 
open communication to maintain the highest standards of care and 
education for the children in our care. 
 


