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Complaints

If you have a concern or complaint, we would like you to tell us about it as we welcome
suggestions for improving our work in the school. Be assured that no matter what you are wanting
to tell us, our support and respect for you and your child in the school will not be affected in any
way. Please tell us about your concern as soon as possible as it is difficult to properly investigate
an incident or problem, which happened some time ago.

Please note that this procedure is not used for admissions, child protection or exclusion matters,
which have their own processes. Please see the school’s separate policies.

General Principles

e We will seek, as far as possible, to settle differences informally.

o We will ensure that all concerns and complaints are handled with care and sensitivity, fairly
and consistently within an appropriate time frame.

e All complaints will be recorded and monitored to identify issues and allow any lessons to
be learned by the Academy.

e We will not investigate anonymous complaints under the procedures in this policy.

e A written record will be kept by the Academy of all formal complaints. This will include
whether they were resolved at stage two or progressed to stage three, as well as any
action taken by the Academy as a result of those complaints.

e All correspondence, statement and records relating to individual complaints will be kept
confidential except where the Secretary of State (or someone acting on his/her behalf)
request access to them.

Which procedure do | need?
Sometimes, when concerns or complaints are more specific, there are alternative and more

appropriate policies for dealing with them. The following list details specific topics of complaints
and the correct policy to refer to.

Nature of Concern Appropriate Policy

Student Admissions Admissions Policy

Matters likely to require a Child Protection Complaints about child protection matters are
Investigation handled under or Safeguarding Policy and in

accordance with relevant statutory guidance. If
you have serious concerns, you may wish to
contact the Local Authority Designated Officer.

Student Exclusions Suspensions and Exclusions Policy
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Data protection and UK GDPR issues Data Protection Policy

Staff Conduct Complaints about staff will be dealt with under
the Academy’s internal disciplinary
procedures, if appropriate. Complainants will
not be informed of any disciplinary action
taken against a member of staff as a result of a
complaint. However, the complainant will be
notified that the matter is being addressed.

Whistleblowing Whistleblowing policy

Guidance for Parents/Carers
Stage 1 Concerns and difficulties, dealt with informally

It is hoped that most complaints and concerns will be resolved quickly and informally. If parents
have a concern/complaint, they should normally contact their child’s form tutor or head of year.
Any teacher or the office staff can help you find the right member of staff.

Parents or carers can raise their concerns with staff, either in person, by telephone or in writing.
An opportunity will be arranged for informal discussion of concerns with an appropriate member
of staff. All staff will make every effort to resolve your problem informally. They will ensure that
they understand what you feel went wrong, and they will explain the response of the
school/member of staff. Of course, this does not mean that in every case they will come round to
your point of view, but it will help both you and the school to understand both sides of the
question.

Where a concern or difficulty has not been resolved informally the parent/carer can submit
matters raised as a formal complaint under stage 2 of the complaints procedure.

Stage 2 Complaints formally investigated by the Headteacher (or designated member of staff)

Parents or carers who wish to pursue a formal complaint at stage 2 should put the complaint and
their desired outcome in writing to the Headteacher. The Headteacher will ensure that an
independent investigation is carried out. Once all relevant facts have been established, the
Headteacher (or designated member of staff) will either write to the parent/carer or arrange a
meeting to discuss or resolve the matter. The meeting should be followed up with a letter
summarising the outcome of the meeting.

If the parent or carer/complainant is unsatisfied with the outcome of the complaint under stage 2,
they may write to the Chair of the Governing Body asking for the complaint to be reviewed by the
Complaints Committee of the governing body.

Complaints about staff conduct will not generally be handled under this complaints procedure.

Parents/Carers will be advised that any staff conduct complaints will be considered under staff
disciplinary procedures, if appropriate, but outcomes will not be shared with them.
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Stage 3 Complaints formally reviewed by Complaints Committee of the governing body

Parents/Carers should clearly set out, in writing, how and why they are not satisfied with the
response made under stage 2 of the complaints procedure. A request to escalate to Stage 3 must
be made to the Clerk, via the school office, within five school days of receipt of the Stage 2
response. The complaint will be heard by a panel of three governors who have no previous
knowledge of the problem and so will be able to give it a fresh assessment. No new matters can be
raised in this stage, only documentation referenced in Stage 1 and 2 can be reviewed.

The Clerk will write to the Parent/Carer to inform them of the date of the meeting. They will aim
to convene a meeting within fifteen school term time days of receipt of the Stage 3 request. If this
is not possible, the Clerk will provide an anticipated date and keep the Parent/Carer informed. If
the Parent/Carer rejects the offer of three proposed dates, without good reason, the Clerk will
decide when to hold the meeting. It will then proceed in the Parent/Carer’s absence on the basis
of written submissions from both parties.

If the Parent/Carer is invited to attend the meeting, they may bring someone along to provide
support. This can be a relative or friend. Generally, we do not encourage either party to bring legal
representatives to the committee meeting. However, there may be occasions when legal
representation is appropriate. For instance, if a school employee is called as a witness in a
complaint meeting, they may wish to be supported by union and/or legal representation.

At the meeting, the person who investigated the original complaint (usually the Headteacher) will
outline the process of the investigation and explain the outcome. At the end of this explanation,
the parent/carer will be invited to ask any questions. The parent/complainant will then be asked
to add any comments of their own and, in particular, to explain what they would like to be done in
response to their complaint. After the person who investigated the original complaint and the
parent/carer has spoken and answered any questions put to them by members of the panel, they
will withdraw and the panel will consider its decision.

The aim of the panel is to resolve the complaint and achieve reconciliation between the school
and the parent or carer/complainant. However, it may only be possible to establish the facts of a
situation and make recommendations about future actions. The meeting will be held in private.
Electronic recordings of meetings or conversations are not normally permitted unless a
Parent/Carer’s own disability or special needs require it. Prior knowledge and consent of all parties
attending must be sought before meetings or conversations take place. Consent will be recorded
in any minutes taken. The committee will consider the complaint and all the evidence presented.
The committee can:

¢ uphold the complaint in whole or in part

e dismiss the complaint in whole or in part.

If the complaint is upheld in whole or in part, the committee will:

¢ decide on the appropriate action to be taken to resolve the complaint

e where appropriate, recommend changes to the school’s systems or procedures to prevent
similar issues in the future.

The Chair of the Committee will provide the Parent/carer and WGSG with a full explanation of
their decision and the reason(s) for it, in writing, within ten school days.
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Once the matter is concluded, the broad outcomes recommended by the panel can be reported at
the next full Governing Body meeting, with the identity of all those taking part kept confidential.
The Governing Body should monitor the implementation of any recommendations.

Note: Complaints about staff conduct will not generally be handled under this complaints
procedure. Parents/Carers will be advised that any staff conduct complaints will be considered
under staff disciplinary procedures, if appropriate, but outcomes will not be shared with them.

If your complaint is about an action of the Headteacher personally, then you should refer it to the
Chair of Governors. You can contact him/her by writing to the Chair of Governors care of the school
office.

Further action

If a parent/carer has completed all of the procedures above, and remains dissatisfied, they have
the right to refer their complaint to the Education, Skills and Funding Agency. The EFA has a duty
to consider all complaints raised but will only intervene where the Governing Body has acted
unlawfully or unreasonably and where it is expedient or practical to do so. Before submitting your
complaint, please read the EFA guidance on complaining about an academy.

Timescales

Where a complaint is submitted more than three months after the incident or event (or where the
complaint relates to a series of incidents or events, more than three months from the date of the
latest incident or event), we reserve the right to refuse to investigate the complaint under this
complaints policy if it appears reasonable and fair to do so, having regard to the circumstances
surrounding the complaint.

SEN Complaints Procedure:

The school aims to be sensitive to the needs of the students and their parents. The SENCO is open
to seeing parents at mutually agreed times to discuss the needs of their children and the school’s
provision for them, including aspects such as health, progress, behaviour at home and at school;
factors contributing to difficulties pupils may be facing and further steps the school might take.

Informal complaints may be made through the child’s form teacher, heads of year and key stage,
SENCO or the deputy headteacher will be acknowledged and a response given or a meeting
arranged for further discussion as soon as possible. More formally, the headteacher will receive
and investigate complaints and seek to resolve problems.

Parents who have a concern which they feel has not been properly addressed may put their
concern in writing to the Governing Body.

Please also refer to the SEN policy for more details.
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Behaviour of complainants

When a complaint is made, we aim to deal with the complainant in a friendly, courteous and
professional manner and the same is expected of the complainant.

Unacceptable behaviour is defined as behaviour that is unacceptable by normal standards and is
disadvantageous to the individual, such a the threat or use of harassment, verbal abuse or physical
violence. Examples of unacceptable behaviour may include:

e Harassment through aggressive or abusive language (face to face, by telephone, in written
or electronic communications). Members of staff should not be subjected to rude, abusive,
derogatory, threatening or harassing language or unwanted physical or non verbal conduct

e Unreasonable demands and persistence. What constitutes unreasonable demands may
depend on the circumstances surrounding the behaviour but could include demanding
responses, actions within an unreasonable timeframe, continual phone call, unnecessary
escalation to legal representation or continuing refusal to accept a decision made in
relation to a complaint.

If the Academy considers that a complainant’s behaviour is unacceptable then it will tell them why
it finds their behaviour unacceptable and ask them to change it. If the unacceptable behaviour
continues, the Academy will take action to restrict further contact with the Academy.

Referring complaints on completion of the Academy's procedure

If the complainant remains unsatisfied with the outcome of the Academy’s complaints procedure,
they can refer their complaint to the Department for Education. The DfE will check whether the
complaint has been dealt with properly by the Academy. It is important to note that the DfE will
not overturn and Academy’s decision about a complaint. Their role is to make sure that the
Academy handles the complaint properly by following a published procedure.

G:\Office\Policy Documents\Complaints Procedure Policy 2024.doc



