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THE POLICY

made against the school except in respect of;

(@) Admissions to schools: Statutory assessments of Special, Educationall Needs (SEN); School re-
organisation proposals; Matters likely to require Child, Protection Inmvestigation - Concerns should be
raised, direct with, locals authorities (LA). For school admissions, it wills depend, onv who- s the, admission
authonity (either the school or the LA). Complaints about; admission appeals for maintained: schools are
dealt, withs by the Local, Gosernment; Ombudsman

(b) Exclusion of children from school - Further information about raising concerns about exclusion can be
found ati  htkpsi//wawawgossuk/school- discipline - exclusions

(d) Staff griemances and disciplinary procedures - These matters will irwoke the schools internal

be contacted, direct.

(f) Matters likely to require a Child, Protection Inwestigationy - Complaints about child, protection matters
(LADO) who has local, responsibility for safeguarding

The Governing Body expects that most concemns carv be resolved informally and recognises that, the: majonity

formal, complaints to- a minimum and, without: the: need, for formal, procedures: It is recognised, howener that,

If the informal, procedures fail to- resolve the issue, o formal, complaint about: any matter (except for those
listed irv (@) to- (e) abore), may be made to the Headteacher inv the finst instance:


https://www.gov.uk/school-discipline-exclusions
https://www.gov.uk/school-discipline-exclusions
https://www.gov.uk/school-discipline-exclusions
https://www.gov.uk/school-discipline-exclusions
https://www.gov.uk/school-discipline-exclusions
https://www.gov.uk/school-discipline-exclusions
https://www.gov.uk/school-discipline-exclusions

Every complaint will receire fair and, proper considerations and o timely, response buts inv order for the: school, to-
irwestigate a complaint; i needs to- be made withiny 3 months of the incident/issue occurring.  If a complaint is
oldenﬂﬂm3monﬂwwwdbnotnownalbézbeuweshg,obed‘

The school will do- all. i can to- resolme concerns or complaints and to- ensure complainants are happy with the
expressions of concerny whether raised, informally or formally, wills be treated, seriously and, wills bes dealty with
wwWWMWmT%MW%MWmemM
school.

Wewdbnotnommolbguwest&gabeorwngmu&complomt& HWWHM@MWCWO}GWL}

CWWMWMWW@M@WW%M%@WWPW7
paragraphy 33 (k) of the Education (Independent; Schools Standards) Regulations A0l4; where disclosure is

It & reasonable and legal for personal, information relating to the child/parent; to- be shared, with, the One
Education, Adwmisor supporting the school inv responding to- av parentals complaint: Normal protocols in ensuring



|. PURPOSE OF THE POLICY

* To encourage resolution of problems by informal, means wherener possible;

* To be easily accessible and, publicised;

* To be simple to- understand and, use;

* To be impartial;

* To be non-admersarial;

* To allow swift handling within established, time-limits for action, and keep people informed, of the
progress

* To ensure a fulls and, fair inwestigation by an independent person where necessary;

* To respect peopless desire for confidentiality

* To address all the points ab issue and, proside anv effective response and appropriate redress, where
necessary:
To provide information to- the schools senior management team so- that services canv be improsed.

A. ROLES AND RESPONSIBILITIES
The Compl.olnanb

The complainant; or person who makes the, complaint wills receive o, more effective response to the complaint if
he/shei-

co-operates with the school irv seeking as solution to- the, complaint;

expresses the, complaint inv fulls as early as possible;
treats alls those innolved, in the complaint, with respect; Is dear as to what sthe wants as an
outcome.

The Compboint& Co-ordinator (or Heqdf,eaohen)
The complaints co-onrdinator willi-

complaints including the Equality Act 010, Data, Protections Act 1998, Freedom of Informations Act
2000 and, General Data, Protection Regulation
Wwﬂ»sﬁo&ﬁmnber\s Headteacher, Chair of Gowvernors ands Clerk to- ensure the smooth, running



keep records;

*  sharing third party information;

The Irwestigator

TMInM@WmeMWSW|MQ@WWTMIW&mm
include: -

who has beerv involied;
. con&dﬂ\ahomo(ﬁneoond&ond/oﬂwr\nelmanbubﬁomnahom
analysing information;

The Panel Clerk

This could be the Clerk to- the: Governors; the Complaints Co-ondinator or an independent, Clerk: The Clerks s
H\emm&panbhﬂﬁemplmnmhﬂ\epm@mmgmdwexpmw-

meetandwelmmaﬂwpa&w&a&ﬂwwmobﬂwhwmg
m\d/ﬂwpmceedug@



The Panel, Chair

The Panel, Chair has o key role inv ensuring thati-

the meeting s minuted;

%W%WM@@W%%WM&MWU\WW%MW%

the issues are addressed;

key findings of fach are made;

complainants and others who may not be used, to speaking at such, o hearing are pub ab ease - this

ts particularly important; if the, complainant is o child/young persory

the layoubs of the room wills set the tone - care is needed to- ensure the sething is not: adwversarial;
U\@pwxd/t&opem mmdedzmd;o,ot&mdependmﬂg

no member of the panel has an external, interest i the outcome of the proceedings or any

mmolmemmbwamw‘lmstﬂg@of’dweppooedum

waitterny material is seen by everyone in attendance - if o new issue arises it would be useful, to- give

WWW@MMW@W&MWW@MW%

they liaise with the Clerk and, complaints co-ordinator:

Panell Member

Panelists willy need to- be ameare thati -

it is important that the, rewview- panels hearing is independent; and, impartials and, that it is seen to be
so; No- gosernor may sit orv the panel if they have had o prior irwolvement iy the: complaint or iy
many complainants will feel nemsous and inhibited, inv a formal setting: Complainants oftery feel



extra care needs to be taken when the complainant is' o child/young persony and, present, during all
if the child/young person s the complainant, the panel, should ask in advance if any support s
Wf}\@d\dd/goung/pﬂsomnwd&toaﬁmd

fh@d\dd/g,oungxper\somsb@sbum

3. STAGES OF THE POLICY

The policy has four main stages;

S’fag,e/Onfy - Cm@MWW&vCMTWWSMBmMW
Stag,eTwo - FMWWW%UWWHWDWHMM@WBW
Manager\

Stage Threer - Formal complaint s heard by Complaints Panel.

Stage One - Informal Resolution

DWWCMTWWSMBWMW

Itwwmmmmwmmmmwmm

If complainants have o concern or complaint they should normally, contack their child's class teacher In many
longer to- respond to the complainants: The class teacher willk make o writtery records of all concerns or
complaints and, the: date on which they were received: (See Annexs A). Please refer to- the Retention Policy to
The school will, use its reasonable endearours to resolve any informal, concerns or complaints withiny 10
working days of them being raised; except where they are raiseds duning school holidays or within & working,
days of their commencement: In these cases, the school will use its reasonable endeanours to resolve the



(Some general, matters may be more appropriately directed to-the School Business Manager).
Stage Two - Formal Resolution
Complaint investigated, by Headteacher, Deputy Headteacher or Business Manager

HMmBmMWwWWWH\eHm&@mmW
for him/her to- deal, with, the matter personally,

Th@Heodtmd\H\/Depu@Heﬂdtmdwmdedmd@ oﬁfpcon&demngﬂ\@wnplmntth@oppropmoi@moaﬁ
I most cases, the Headteacher/Deputy Headteacher/Business Manager will meet or speaks with, the
complainants concerned to- discuss the matter. The Headteacher/Deputy Headteacher/Business Manager will
Mngm@lmwm%&%%wn@mnhwm@@mgs&o&hd@g@wm&www%ﬁ
their commencement, the Headteacher/Deputy Headteacher/Business Manager will use his/her reasonable
(uswally, withiny 10 working days). It may be necessary for the Headteacher/Deputy Headteacher/Business
Manager to- carry oub further irwestigations:.
TMHMDWHWBWMWMWQWWWQP&WM
use recording desices to- ensure the, complainant is able to- access and, resiew the discussions at o later point:
Once the Headteacher/Deputy Headteacher/Business Manager is satisfied that, so far as s reasonably
takerv to- resolve the issue: The waittery decision will normally be provided no- later than 10 working days after
MHMDWHMBWMwmmmmeWWTm
Headteacher/Deputy Headteacher/Business Manager may dlso arvange o further meeting with the
complcirwnt&toexplain/his/hmdedsim

The school will, keep a writtery recond, of all, formal, complaints; including records of meetings and, interviews
held in relation to the complaint, and the schools decision. whichy will be recorded. Please refer to the
Where complainants are dissatisfieds with the result ab Stage: Two they should, notify the Headteacher/ Chair

of Gowmernors as appropriate inv writing withiny 10 working days of receiving the schools writteny response
under Stage Two: The matter will, ther be dealts with, under Stage: Three of the procedure:



Stage Three - Formal Resolution/Appeal
Complaint, Heard, by Complaints Appeal, Panel

If t has not been possible to resolve the matter ot Stage Tweo of this policy, withing S5 working days of
receiving a, witterv request from the complainants thab they wish to- pursue the matter to Stage Three, the
Clerk to the: Complaints: Appeal, Panel wills write to- the: complainants to- acknowledge their written, request inv
writing, and, inform the: complainants of the steps involumed abs Stage Three. The Clerk provides an independent
commencement, the Clerk has 5 working days from the commencement of the following school term to
sfug,e&oaﬁ’dﬁepdwy/ Complomonbss}wuld;alsosfateﬂwewnedgﬂweyzmseekmg The Clerk will, endearour to-
corwene a Complaints Appeal, Panel, hearing as soon as possible to- consider the matter, nonmally no- later thary
Panell members: WW&@WW@W@MWW@MWW@W&OW@
placewhwhmustbeheasonablbwalbﬂweumunsmnm

The Complaints Appeals Panel, willl normally consist of three people; two who hamve not premiously beerv

Department, for Education (DfE).

TheJﬁollowszmmhﬂedtoaﬁend/TheCmplmnt&ApmePanebhwv@ wbm;bwmﬂ'ﬁmr\eppesenmtwn&andj

address the: Complaints Panels
Th@Hmdfmch@mdDepu@Head&a@h@q}ﬂmschmbmappx@WW&@n&W

Th@Chwq‘CGovermgpapppopnabe
Any other interested persons whom the Complaints Appeal; Panel, considers to- have o reasonable and,

MMWWWLMWW@WWWMMWCWAPMPMWM
decision-making.
Where the: Complaints Appeal, Panel deems it necessary, it may require thabs further particulars of the appeal
opamé/relabedjmaﬂ:ehbesupplmdwaduanwoaﬁﬂwhwmg/ Imsu&vcase&albpmﬁwwdbb&gimemﬂw

(a) Documents irv support, of complaint(s),



(b) Chronology and, key dates relating to- complaint(s), and,
(© Whittery submission sefting out the, complaint(s) v more detail

Al evidence will be considered, by the Complaints Appeal; Panel, along withy the appeal, lodged by the
complainants.

the Complaints Appel: Panel, members, along with, anv order of proceedings. All written, exidence must be
received; by the Clerk no- later tharny 10 working days v admance of the hearing: The Clerks will, distribute the,
It s for the Complaints Appeal Panel to- decide hows to- conduch the proceedings of the appeals whichs should,
further inwestigation s required; the: Complaints Appeal, Panel, wills decide how it should bes carnied. out

After due consideration of all. the facts and, evidence they consider relemant; the Complaints Appeal; Panel, will
m&vwd%&muw@mwm&ewmmd@m&whmwmmwmmtwmmmg
appropriate, approsal from the relevant, authonities e.g: Goserning Body or Trust Board, althoughy ary such
approsal, must be: compatible withs the decision of the: Complaints Appeal; Panel,

The Complaints Appeal; Panels findings will: be: senty by the Clerk iy wiiting to- the: complainants, the, Chief
Executive, the Gomernors, the Trust and, where relevant; the person complained of withiny 10 working days of
Complaints Appeal; Panel: The decision reached: by the Complaints Appeal; Panel, is the final school based,
The school will, keep s record, of all appeals; decisions and, recommendations of the: Complaints Appeal, Panel,

N/B - In cases where the complaint concerns the conduct of the Headteacher the Headteacher and the
Chair of Gowvernors willl be informed, of the complaint and, the, Chair of Gowvernors wills arrange for the matter
of the Chair of Governors decision inv this regard: In deciding the appropriate: manner for the matter to be
rwestigated, the Chair of Gosmernors will take into account the prosisions of Part 7 of the Education
(Independent; school Standards) (England) Regulations Ol

L. NEXT STEPS

complaints procedure or they acted, unlamfully or unreasonably, irv the exercise of their duties under education



The Department, for Education will, not normally reirwestigate the substance of complaints or oserturny any
decisions' made by <School Name>. They will consider whether <School Name> has adhered to- education
The complainant  carv  refer  their  complaint  to the Department, for Education online ot
Wwwedumhomgmuk/coni'ad‘u& b}g/tdaphorwom 0370 000 488 ovbgwmhngzto

Department, for Education
Piccadilly Gate

Store Street,

Manchester M

AWD.

SWWW@MWWWWMWWW&WCWO&GWW%W
to inform them that the process is complete and the matter is therefore closed.

5. MONITORING COMPLIANCE WITH THE POLICY

Describe Key Target, | How will, the, KPT be/| Which, Frequency of | Lead
Performance Monitored? Committee, will Remieme
Indicators (KPIs) Monitor this
KPI?
Al formal, complaints |00% Annual audit of the | Full Governing Annually Headteacher
forms will, be: responded, complaints policy Body, (FGB)
to- withiry S school days Committee
Al complaint resien |00% Annual audit of the | Full Governing Annually Headteacher
request forms will be complaints policy Body (FGB)
responded; to- withirv 10 Committee
school, days
Al formal, complaints |00% Annual audit of the | Full Governing Annually Headteacher
will be noted, irv the complaints policy Body (FGB)
Headteachers Te,r\mbg/ Commuttee
Report to the FGB
including any lessons
that carv be learnty

6. SERIAL COMPLAINTS

If @ complainant tries to- re~open the same issues you cany inform themy that the procedure has beery completed,
and, that the matter is: now closed.


http://www.education.gov.uk/contactus
http://www.education.gov.uk/contactus

‘persistent; and you may choose nob to respond: Howener, you should, not mark o complaint as ‘serial before

Under no circumstances should, o complainant be marked, as ‘serials for exercising their night to- refer their

Y ow may receise complaints yow consider to- be vexatious. The Office of the Independent; Adjudicator defines

repeal; or excessime contact with. The application of a ‘serial; or persistent; marking should be against the

Annexs A: In&onmal, Resolution

PmmwmmwmwmmHm@mDWHm@mmmdagw

Child’s Name: Date Conw\n/Comploinb receimed,

Y ears

Complainant's name and, contach details (to- include address; telephone numbers email):



http://www.oiahe.org.uk/about-us/policies/policy-on-frivolous-or-vexatious-complaints.aspx
http://www.oiahe.org.uk/about-us/policies/policy-on-frivolous-or-vexatious-complaints.aspx

Full. details of Concern/Complaint (to- include date; time, place, parties inmolied, and; in appropriate cases,

Action takery : (Step&bokm Whmund;bgwho{m)

Has information relating to- action taken/ to be takern beer shared, with, the: complainant? (7/N)

What was the oomplainonb’s; ne&ponse/?




Annex B: Sfuge/a - Formal Resolution

Please complete this form & returnv it viar the school office; to the Headteacher (or Clerk to- the Gouverning Body),

YOUR NAME:

RELATIONSHIP WITH
SCHOOL

(eg: Parent: of o pupils attending
the school)

PUPIL'S NAME:

YOUR ADDRESS:

TEL NUMBER:

EMAIL ADDRESS:

spokerv withy or writters to- and, what: was the outcome?)




SCHOOL USE ONLY:

Date
receined:

Receinved by

Date, Acknowledgement; sent:

Acknowledgement, sent; by

Agreed, Outcomes

Complmnb

referred to:

Date:




Annex; C: deooLComplaA'nt&Flowd\art

To be resolved withiry 10 working days

Issue resolied Issue not resolmed
No- further action required, Issue reported to Headteacher i writing

|

Letter with, decision sent; withiny 10 working,

days
- J

Issue resolmed Issue not resolmed,
No}u&h@ad‘iomr\eq»m\edz

b of decis

Appeal lodged, withiny 10 working days of

(g
days

Appeal, meeting corwened, withiny 20
AT,

Evidence distributed to- all, S working,
CH S

\

Clerk issues letter to- parents v S5 working

\

/







