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COMPLAINTS POLICY

	Person Responsible:  Headteacher

	Link Governors:  Chair of Governors, 
                       Full Governing Body

	Approved:  Autumn 2016

	Updated:  Autumn 2020

	Review Date:  Autumn 2021


We believe this policy relates to the following legislation:

· Local Government Act 1974 

· Local Government Act 1988 

· Education Act 1996

· School Standards and Framework Act 1998

· Education Act 2002

· Education Act 2005

· Education and Skills Act 2008

· Apprenticeship, Skills, Children and Learning Act 2009

· Children, Schools and Families Act 2010

· Education (Admissions Appeals Arrangements) (England) (Amendment) Regulations 2008

· Education (Independent Schools Standards) Regulations 2010

· Education (non-maintained Special Schools) Regulations 2011

· School Admissions ( Appeals Arrangements) (England) Regulations 2012

The following documentation is also related to this policy:

· Complaints About Ofsted: Raising Concerns and Making a Complaint about Ofsted (Ofsted) 

· School Admission Appeals Code ( DfE)

We believe that Kimbolton C.E. Primary School and Orleton C.E. Primary School provide an excellent education and that the Executive Headteacher and school personnel work very hard to build positive relationships and have in place clear lines of communication with all parents and others. In so doing complaints are kept to a minimum. 

However, we are aware that under section 29 of the Education Act 2002 we must have in place clear procedures to deal with any complaint made against the school or individuals connected with it. All concerns will be taken seriously in order to establish an effective partnership between the school and parents and will be dealt with swiftly and following procedure. 
Complaints and concerns relating to issues that occurred more than three months before will generally be ruled ‘out of time’. 

We are aware that under the Education Act 1996 parents have the right to complain directly to the Local Authority about any matter relating to the school’s curriculum,   any issue relating to the general education that we provide.
We have a duty to publish the complaints policy in the school handbook and on the school website with hard copies available from the school office.

We believe it is essential that this policy clearly identifies and outlines the roles and responsibilities of all those involved in the procedures and arrangements that is connected with this policy.

Aims

· To deal with any complaint against the school or any individual connected with it by following the correct procedures. 
· To deal with all complaints thoroughly and by being open, honest and fair when dealing with the complainant.

· To work with other schools and the Local Authority to share good practice in order to improve this policy.

Responsibility for the Policy and Procedure

Role of the Governing Body

The Governing Body has:

· a duty to have in place a complaints procedure; 

· delegated powers and responsibilities to the Headteacher to ensure all school personnel and visitors to the school are aware of and comply with this policy;

· responsibility of annually discussing the complaints log with the Headteacher;

· in place a self-evaluation process to monitor the way complaints are dealt with;

· responsibility of taking into account any local or national decisions that affect the complaints process, and  will make any modifications necessary to this policy;

· responsibility for ensuring that the school complies with all equalities legislation;

· nominated a designated Equalities governor to ensure that appropriate action will be taken to deal with all prejudice related incidents or incidents which are a breach of this policy; 

· responsibility for ensuring funding is in place to support this policy;

· responsibility for ensuring this policy and all policies are maintained and updated regularly;

· responsibility for ensuring all policies are made available to parents;

· the responsibility of involving the School Council in the development, approval, implementation and review of this policy;

· make effective use of relevant research and information to improve this policy;

· responsibility for the effective implementation, monitoring and evaluation of this policy

Role of the Headteacher

The Headteacher will:

· log all complaints received by the school and records how they were resolved;

· discuss the complaints log every year with the Governing Body;

· ensure all school personnel, pupils and parents are aware of and comply with this policy;

· work closely with the link governor and coordinator;

· provide leadership and vision in respect of equality;

· provide guidance, support and training to all staff;

· make effective use of relevant research and information to improve this policy;

· monitor the effectiveness of this policy;

· annually report to the Governing Body on the success and development of this policy

Complaint Procedures

INFORMAL – STAGE ONE
The class teacher will satisfactorily address the vast majority of concerns.
INFORMAL – STAGE TWO 
Involvement of the Head Teacher 

If the complainant is not satisfied with the response from the classteacher they should take their complaint to the Headteacher.  It will often be helpful if the complaint is put in writing.
There may be instances, depending on the seriousness of the complaint, when the complainant will directly approach the Headteacher.  The Headteacher will investigate the complaint and respond to the complainant as soon as possible either in writing or by ways of a meeting.  It is hoped that this will resolve the complaint.
If the complainant is not satisfied with the response from the Headteacher he/she will advise them of their right to refer the matter in writing to the Chair of the Governing Body setting out their complaint, initiating the formal complaint process. 
FORMAL STAGE ONE
Involvement of the Chair of the Governing Body (contact details available from the school office) 
The Chair of the Governing Body will consider the complaint, in confidence and without reference to any other member of the Governing Body.  Having considered the complaint the Chair will either write to the complainant with his/her findings or meet with the complainant and the Headteacher in an attempt to resolve the matter.  

Cases that may result in disciplinary action being taken against a member of staff will follow the procedures recommended by the Education Personnel Department.  
Should either the complainant or the Headteacher be dissatisfied with the outcome of the Governors’ investigation they may ask for the matter to be referred to a panel of the Governing Body by writing to the clerk of the Governing Body setting out the reasons for the referral and providing the other party with a copy.  The reasons for dissatisfaction must be clearly set out.  Merely to disagree with the decision reached is not sufficient grounds to refer the matter or to disagree with the manner in which it is carried out unless this is not in accordance with the policy.

FORMAL STAGE TWO

Governing Body Panel Meeting

The Governing Body will at their autumn term meeting elect a panel, in accordance with the School Government Regulations for the resolution of complaints.  Three Governors will be selected for the panel with two named reserves.  The panel will consist of governors who are not connected or associated with the complainant e.g. social/pecuniary interest.  The onus is on them to declare an interest that might be prejudicial.

The clerk will arrange a suitable date and time for the meeting.

Both the complainant, the Headteacher and Chair of Governors will provide the clerk with all documentation to be used at the meeting, and the names of any witnesses to be called, at least ten days before the meeting takes place.

The clerk will distribute all documentation to both parties and to the members of the panel at least seven days before the meeting.

The complainant, the Headteacher and Chair of Governors will be advised by the clerk that they may be accompanied by a friend or representative at the hearing.

The procedure to be followed at the hearing is as follows:

· The panel will be chaired by the Vice-Chair and he/she will make arrangements for a note taker to be present.  In the absence of the Vice-Chair the panel will agree a Chair for the meeting.

· The Chair explains the purpose of the meeting and introduces those present.

· The person calling the meeting presents their case calling on witnesses, if any, to support their case.

· The panel have an opportunity to question witnesses and the person calling the hearing.

· The respondent presents their case calling on witnesses, if any.

· The respondent and any witnesses can be questioned by the panel.

· Both parties state any final points they wish to make

· Both parties withdraw.

· The panel consider the case and write to both parties within seven days to advise them of their findings.

The panel does not have any disciplinary powers.  Should they reach a conclusion that there is a possibility that an employee may have behaved unprofessionally the matter must be referred to the officers of the LEA or Diocesan Board.

If the matter has not been resolved by these procedures it may be referred to the LEA.

It should be noted that there are some complaints that are dealt with under specific statutory requirements and should not follow the guidance defined below.  Governing Bodies that have queries related to the following named subjects should refer the matter to the LEA.

TYPES OF COMPLAINT:

· Pupil Admissions 

· Pupil Exclusions

· School Transport

· Special Educational Needs

· Dismissal Procedures

· Grievance Procedures
The Remit of the Complaints Committee

· Dismiss the complaint in whole or in part

· Uphold the complaint in whole or in part

· Decide on the appropriate action to be taken to resolve the complaint

· Recommend changes to the school’s systems or procedures to ensure that problems of a similar nature do not recur. 

Formal Complaint to a Local Authority

· Once a request has been received then the Local Authority complaints officer will only investigate whether the school has followed correct procedures in dealing with complaints but will not investigate the complainant’s original complaint.

· After the investigation the Complaints Officer will write formerly to the complainant.

· If the result is that the school did not follow correct procedures then the complaint will be referred back to the Chair of the Governing Body.

· If the result is that the school dealt with the complaint correctly then the Local Authority cannot make the school change its decision.

· The complainant may now wish to lodge an appeal with the Secretary of State for Education or with the Local Government Ombudsman.

Complaints regarding the Curriculum and General Educational Provision

All curriculum and general educational provision complaints will be dealt with by the Local Authority in line with their set complaints procedures.

Raising Awareness of this Policy

We will raise awareness of this policy via:

· the school website

· the Staff Handbook

· meetings with parents such as introductory, transition, parent-teacher consultations and periodic curriculum workshops

· school events

· meetings with school personnel

· communications with home such as weekly newsletters and of end of half term newsletters

· reports such annual report to parents and Headteacher reports to the Governing Body

· information displays in the main school entrance

Training

All school personnel will:

· have equal chances of training, career development and promotion

· receive training on this policy on induction

· receive periodic training so that they are kept up to date with new information

· receive equal opportunities training on induction in order to improve their understanding of the Equality Act 2010 and its implications

Equal opportunity
Under the Equality Act 2010 we have a duty not to discriminate against people on the basis of their age, disability, gender, gender identity, pregnancy or maternity, race, religion or belief and sexual orientation.

Monitoring the Effectiveness of the Policy

The practical application of this policy will be reviewed annually or when the need arises by the coordinator, the Headteacher and the nominated governor.
SCHOOL COMPLAINTS PROCEDURE
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Complaint Form

Please complete and return to……………………………………………………………………………………………………………………...……

who will acknowledge receipt and explain what action will be taken.

	Your Name:  ………………………………………………………………………………………….………………………..…………………………………

Pupils Name:  ……………….………………………………………………………………….………………………………………………………………..

Your relationship to the pupil:  ………………..…………………………….…………………………………………………………………….

.
Address:  ………………….……………………………………………………………………………………………………………………………………….

………………………………………………….…………………………………………………………..Postcode:…………………………………………….

Day Time Telephone Number(s):  ……….……….……….………………………………………………………………………………………

Evening Telephone Number(s):  …………………………………………………………………………………………………………………….

Please give details of your complaint:

What action, if any, have you already taken to try and resolve your complaint.  (Who did you speak to and what was the response?).


	What actions do you feel might resolve the problem at this stage?

Are you attaching any paperwork?  If so, please give details.

Signature:……………………………………………………………………………………………………………………………

Date:………………………………………………………………………………………….



	For Office use.

Date acknowledgement sent:

By Whom:

Complaint Referred to:

Date:



