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Complaints Procedure
Statement of Intent

Section 29 of the Education Act 2002 requires that: -
1) The Go\/emmg Body of a maintained school shall

a) Establish Iorocedures for deallng with all camplamts relatmg to the
school or to the provision of facilities or services under section 27,
other than complamts fallmg to be dealt with in accordance with
any procadures req,ulred to be established in relation to the school bH
virtue of a statutory provision other than this section, and

b) Publicise the Ioracedures so established

2) In establishmg or publicismg procedures under subsection 1, the
governing body shall have regard to any 9uldance given from time to
time (in relation to England) by the Secretarg of State.

3) This pol(cy is also based on guidance for schools on complaints

procedures from the Department for Education ( DfE).

L) In addition, it addresses duties set out in the Earl&l Years Foundation

Stage statutory framework with regards to dealing with complaints

about the school's fulﬁlment of Early Years Foundation Stage
requirements )

General

e« A complamt may 9Qnerally be defined as an expression of
dissatisfaction, however made, about actions taken or lack of action.’

. Any person, anluding members of the general Ioubltc, may make a
com,olamt about any provision of services that a school Iorow’des, unless
seloarate statutory provisions aPP[H (such as exclusions or admissions).

. Complamts about services provided bff other Iorovlders who use school
premises or facilities should be directed to the prmr[der concerned.

e« A complamt may be made in person, by telelohcme or in writing.

e Brief notes of meetings and telephcme calls will be /eelot and a copy of
any written response added to the record.


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

e The progress of the com,olamt and the final outcome will be recorded.
The Headteacher will be responsible for this.

o Complaints will not be shared with the whole Ga\ferru‘ng Body, except in
very general terms, in case an a,o,oeal Ioanel needs to be organlsed.

o If the whole Govemmg Body is aware of the substance of a complaint
and the process reaches Stage 3, an independent panel will be set up to
hear the com,olamt.

e [he complamant will be asked at an QGF(H stage what they think mlght
resolve the issue.

. Confident[allty will be res,oected.

o All the points at issue will be addressed and the aim will be to ,orow’de
an effective response and appropriate redress, where necessary.

e Realistic and reasonable time limits will be set for each action. Where
further investigations are necessary. New time limits will be set and the
complamant will be sent details of the new deadline with an
ex,olanat[on of the delay.

« Staff and Governors will be made aware of the Iorocedures.

e In determming who will deal with a camplamt, the abilitH to consider
the com,olaint abjectlvely and L‘mpartially is crucial.

. Complamts will be reviewed, in order to Ldentlfy any Ioasslble future
L‘m,oro\fements to procedure or palicy.

Stage ] — Complaint received by staff member

The school will respect the views of a camlolamant who indicates that he/she
would have difficulty discussing a complaint with a ,oarticular member of
staff. Where the comlolamt concerns the Head Teacher, the com,olamt will be
referred to the Chair of Governors. Where the complamt is against a
Governor, the complaint will be referred to the Clerk.

If @ member of staff directly involved feels compromlsed, it will be referred to

the Head Teacher.

Where the flrst aloloroach is made to a Governor, the next sto,lo would be to
refo,r the complamant to the aloloraloriate person and advise them about the
procedure (in case a Ioanel is needed at a later stage).

The camplamant should discuss their concerns with the aploraloriate member Of
staff, Ioroviding details such as dates, times and names O’f any peaple involved,

alcmgside any relevant documentation. They should be prepared to discuss
what tho,y think would resolve the complamt.




The member of staff should then take time to investigate the complaint, tal/eing
to any relevant parties and reviewing any documentation. This task of
collating information may be dalcgatcd to another member of staff, if
necessary. This person will be referred to as The /n\fcstigator in this policy.

It is the intention of Stago, I to resolve the complaint wherever possible.
Stage 2 — Complaint heard by Head Teacher

The Head Teacher's influence will already have shapcd the way complaints
are handled in school. At this point, the complainant may be dissatisfied with
the way the complaint was handled at stage I as well as pursuing their
original concerns.

The complainant should put their concerns in Writing, pro\fiding details such as
relevant dates, times, and the names of witnesses of events, alongsiclc copies
of any relevant documents. The complainant should also state what thcy fccl

would resolve the complaint.

The Head may clclegata the task of collating the information to another staff
member, but not the decision on the action to be taken. This person will be
referred to as The /n\fcstigator in this policy.

Stage 3 - Complaint heard by Chair of Governors

The complainant needs to inform the Chair of Governors of the complaint,
qgiving details.

This letter should set out the details of the complaint including evidence as set
out above. The complainant should also specify what thaij fo,cl would resolve
the complaint, and how they fccl the previous stage of the procedurc has not

addressed their complaint suﬁficicntly.

Staga L — Complaint heard by Go\rerning Body's Complaints Appeal Panel
The Chair, or a nominated Governor, will convene a GB complaints pancl.

The complainant must have reasonable notice of the date of the review panel,‘
however, the review pancl reserves the right to convene at their convenience
rather than that of the complainant.

The Governors appo,al haaring is the last school-based stage of the complaints
process, and is not convened to merely rubber-stamp previous decisions.



Individual complamts would not be heard by the whole GB at any stage, as
this could compromise the L‘mpartialtty of any panel set up for a dlsciplinary
hearlng against a member of staff followmg a serious complamt.

The GB may nominate a number of members with delegated powers to hear
complamts at Stage 3.

The Ioanel can be drawn from the nominated members and will consist of 3 (or
5) pw,ole. The panel may choose their own Chair.

Refe,rring complaints on completion of the school’s procedure,

If the complainant is unsatisfied with the outcome of the school’s complaints
procedure, they can refer their complaint to the School Complaints Unit (SCU),
which investigates camlolamts relatmg to maintained schools on behalf of the
secretary of state. The SCU will not re-investigate the matter of the
complamt. It will look at whether the school’s cam,olamts ,oolicy and any other
relevant statutory Iool[cles that the school holds were adhered to. The SCU also
looks at whether the school's statutory Ioollcles adhere to education legtslation.
It may direct the school to re-investigate the com,olaint where it is clear the
school has acted unlawfully or unreasonabl&/.

For more information or to refer a com,olaint, see the fallawmg Webloage:
https .'//W'WW.gU\f. u/e/camplam -about-school

The Remit of the Complaints Appzal Panel
The Ioanel can:-

e Dismiss the com,olamt in whole or in part

. Ulohold the comlolamt in whole or in part

e Decide on the appropriate action to be taken to resolve the complaint
e Recommend changes to school policy/procedure

There are several ,oomts which any governor sittmg on the panel needs to
remember:

o tis important that the hearlng is mdependent and [mloarttal and is seen
to be so. No governor may sit on the Ioarw,l if they have had prior
involvement in the comlolamt or the circumstances surroundmg it.

e The aim of the hear[ng, which needs to be held in private, wiill always
be to resolve the comlolamt and achieve reconciliation between the


https://www.gov.uk/complain-about-school

parties. It may, however, only be Ioosslble to establish the facts and
make recommendations.

An effective panel will ac/enawledge that the complainant may feel
nervous and inhibited in a formal setting. The Ioanel chair will ensure
that the proceedings are Welcammg.

Roles and Responsibilitie,s

The Complalnant will receive a more effective response to their comlolamt if

they :

Co-operate with the school in see/eing a solution

Exloress the comlolamt in full as early as Iooss[ble
Respond promptly to requests for information or meetings
Ask for assistance as needed

Treat all those involved in the com,olamt with respect

The Head teacher/Chair/Clerk (as a,o,orolorlate to the stage/complamt) should:

Ensure that the com,olamant is fully ulodated at each stage of the
procedure

Ensure that all involved are aware of the legtslatlon around comlolamts,
anludlng the Eguality Act 2010

Liaise with staff members/Chair/Clerk to ensure the smooth running of
the procedure

Keelo records

Be aware of issues regardlng the 5harmg of third party information
Offer additional support to the com,olainant to access the procedure as
needed

The /nvestigator is the person involved in Stage I and 2. Their role can

include:

Pro\rldmg a fair, transparent and comloro,henstve consideration of the
com,olamt

Sensitive and thorough interviewing of the comlolamant to establish the
facts

Keelomg notes of interviews

Consideration of records and other relevant information

/ntervio,wmg staff/ children involved

Analysmg information gathered



. Lia[smg with the complalnant to clarlfy what they feel would Iout thmgs
right

. /dentifytng solutions and recammendtng courses of action

The Clerk to Governors is the contact point for the complainant at Stage L4 and
is prected to:

o Set the date, time and venue of the hearlng

e Collate any written material and send it to the parties in advance of
the hearing

e [nsure the minutes of the meeting are recorded

. Notlfy all parties of the panel’s decision

The Panel Chair

In addition to prectatlons set out above in Stage 4 the Ioanel chair will
ensure:

e The meeting is minuted

o The remit of the Ioanel is Qxlolamed at the outset

. Everyane at the hearmg is treated with respect and courtesy

e Both parties are given the opportunity to state their case and seek
clarity

e Liaison with the Clerk followmg the meeting to ensure minutes and final
decision are distributed a,oproloriately

Record —leeeping

The school will record the progress of all complaints, L'ncluding information
about actions taken at all stages, the stage at which the complamt was
resolved, and the final outcome. The records will also include copies of letters
and emails, and notes relatmg to meetings and phone calls.

This material will be treated as confidential and held centrally, and will be
viewed anly by those involved in investigating the comlolamt or on the review
/oanel, as in accordance with GDPR.

This is except where the secretary of state (or someone acting on their behalf)
or the complamant requests access to records of a camlolamt through a
freedom of information (FOI) request or under the terms of the Data
Protection Act, or where the material must be made available during a school
Lnspecticm.

Records of camlolamts will be /ee,otfor 3 years.



Egualities

This pollcy has been written to take into account the needs af all, regard[ess
of age, 9ender, disability, race and rellgion.

Persistent complaints

Where a complainant tries to re-open the issue with the school after the
complaints procedure has been fully exhausted and the school has done
Qverythlng it reasonably can in response to the complalnt, the chair of
governors (or other appropriate person in the case of a complaint about the
chair) will inform the complainant that the matter is closed.

If the complalnant subseq,uently contacts the school again about the same
issue, the school can choose not to res,oand. The normal circumstance in which
we will not respond is if:

The school has taken every reasonable stelo to address the comlolamant's
needs, and

The camplamant has been given a clear statement of the school's pasition

and their options (Lf any), and

The camplamant is contactmg the school re,oeatedly but ma/eing substantially
the same pomts each time

However, this list is not intended to be exhaustive.

The school will be most li/eo,ly to choose not to res,ocmd if :

We have reason to believe the individual is contactmg the school with the
intention of causmg disrulotlcm or inconvenience, and/or

The individuals letters/emalls/telephone calls are often or always abusive or
aggressive, and/or

The individual makes Lnsult[ng ,oersonal comments about, or threats towards,

school staff

Unreasonable behaviour which is abusive, offensive or threatenlng may
constitute an unreasonably Ioersistent com,olaint.

Once the school has decided that it is aploropriate to stolo respondlng, the
complamant will be mfarmed in Wréting, either by letter or email.

The school will ensure when ma/emg this decision that comlolamants ma/emg
any new complamt are heard, and that the school acts reasonably.

Monltormg and Review



This procedure is monitored by the Govemmg Body and will be reviewed every
two years or earlier if necessary.



The Complaints Process

When families join our school, the child, parents and Headteacher sign a Home School
Agreement. This sets out our prtnciples, ethos and commitment to work collabarat[vely, for each
child’s best interests.

Parents should be aware that some matters are determined by the Headteacher as part of the
internal management of the school. These include curriculum requirements, teaching structure,
composltlcm of classes. Meadowside children are always at the heart of each decision we make.

~

Most minor complaints can be resolved
quickly and informally. Parents should initially
speak to their class teacher at the end of the

day.
- /

If the problem remains unresolved, the
Headteacher and a member of the SLT can be
spoken to informally either on the gate or by
appointment.

J
If you still feel dissatisfied, you will need to
make a formal complaint in writing to the
Headteacher.
admin@meadowsideprimary.co.uk
\ J

The Headteacher will endeavour to provide a
written response within 7 working days. The
Headteacher may wish to meet with you
during this period.

%
If the Headteacher cannot resolve the
complaint the parent or carer should contact

the Chair of Governors by direct email at:

chair@meadowsideprimary.co.uk j

\

The Chair of Governors will attempt to resolve
the complaint and will respond in writing
within 7 working days. They may contact the
Local Authority for advice.

-

If the Chair of Governors cannot resolve the
complaint he/she will establish a small panel
of governors to investigate the complaint and
report back to parents. Please see Stage 3 of
the policy for further details.

J

J



mailto:head@meadowsideprimary.co.uk
mailto:chair@meadowsideprimary.co.uk

