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1. Definitions and aims
1.1 Definitions

The DfE guidance explains the difference between a concern and a complaint:

> Aconcernis defined as fian expression of worry or doubt

which reassurances are soughto

2 Acomplaint i s defined as fian expression or statement of di
taken or a |l ack of actionbo

In most cases, a concern can be resolved through informal means. A complaint will follow formal procedures.

1.2 Aims

Our school aims to meet its statutory obligations when responding to complaints from parents/carers of pupils
at the school, and others.

When responding to complaints, we aim to:
> Be impartial and non-adversarial
> Facilitate a full and fair investigation by an independent person or panel, where necessary
> Address all the points at issue and provide an effective and prompt response
Respect complainantsd6 desire for confidentiality
> Treat complainants with respect and courtesy

? Make sure that any decisions we make are lawful, rational, reasonable, fair and proportionate, in line with
the principles of administrative law

> Keep complainants informed of the progress of the complaints process
» Consider how the complaint can feed into school improvement evaluation processes

We try to resolve concerns by informal means wherever possible. Where this is not possible, the formal
complaints procedures will be followed.
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The school will aim to give the complainant the opportunity to complete the complaints procedure in full.

To support this, we will make sure we publicise the existence of this policy and make it available on the school
website.

Throughout the process, we will be sensitive to the needs of all parties involved, and make any reasonable
adjustments needed to accommodate individuals.

2. Legislation and guidance

This document meets the requirements of section 29 of the Education Act 2002, which states that schools
must have and make available a procedure to deal with all complaints relating to their school and to any
community facilities or services that the school provides.

Itis also based on guidance for schools on complaints procedures from the Department for Education (DfE),
including the model procedures for complaints and for managing serial and unreasonable complaints.

In addition, it addresses duties set out in the Early Years Foundation Stage statutory framework with regards
to dealing with complaints about the scligx®es) 6s f ul
requirements.

3. Scope
This policy does not cover complaints procedures relating to:
> Admissions
? Statutory assessments of special educational needs (SEN)
> Safeguarding matters
? Suspension and permanent exclusion
? Whistle-blowing
> Staff grievances
> Staff discipline
2 School re-organisation proposals
> Curriculum
> Collective worship
Please see our separate policies for procedures relating to these types of complaint.

Complaints about services provided by other providers who use school premises or facilities should be
directed to the provider concerned.

4. Roles and responsibilities

4.1 The complainant
The complainant will get a more effective and timely response to their complaint if they:
2 Follow these procedures

> Co-operate with the school throughout the process, and respond to deadlines and communication
promptly
> Ask for assistance as needed

> Treat all those involved with respect

fi
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https://www.gov.uk/government/publications/early-years-foundation-stage-framework--2

2 Do not approach individual governors about the complaint

> Do not publish details about the complaint on social media

4.2 The investigator
An individual will be appointed to look into the complaint and establish the facts. They will:
2 Interview all relevant parties, keeping notes
> Consider records and any written evidence and keep these securely
> Prepare a comprehensive report to the headteacher or complaints committee, which includes the facts
and potential solutions
4.3 The complaints co -ordinator
The complaints co-ordinator can be:
> The headteacher
2 The designated complaints governor
2 Any other staff member providing administrative support
The complaints co-ordinator will:
> Keep the complainant up to date at each stage in the procedure

? Make sure the process runs smoothly by liaising with staff members, the headteacher, chair of governors,
clerk and local authority (LA)

? Be aware of issues relating to:
0 Sharing third-party information

o0 Additional support needed by complainants; for example, interpretation support or where the
complainant is a child or young person

> Keep records

4.4 Clerk to the governing board
The clerk will:

? Be the contact point for the complainant and the complaints committee, including circulating the relevant
papers and evidence before complaints committee meetings

> Arrange the complaints hearing

? Record and circulate the minutes and outcome of the hearing

4.5 Committee chair
The committee chair will:
> Chair the meeting, ensuring that everyone is treated with respect throughout

? Make sure all parties see the relevant information, understand the purpose of the committee, and are
allowed to present their case

5. Principles for investigation
When investigating a complaint, we will try to clarify:
> What has happened

> Who was involved
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