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Birch Copse Primary School
Complaints Policy

This document sets out the policy for dealing with comments, grievances and
complaints. The content complies with Best Practice Advice for School
Complaints Procedures 2016 (Department for Education - January 2016)

Any person, including members of the general public, may make a complaint about
any provision of facilities or services that a school provides, unless separate statutory
procedures apply (such as exclusions or admissions).

The Procedure

A‘concern'isdefined as ‘an expression of worry or doubt over anissue considered to
be important for which reassurances are sought’. The schooltakes informal
concerns seriously and makes every effort to resolve the matter as quickly as
possible.

A complaint is generally defined as ‘as expression of dissatisfaction however made,
about actions taken or a lack of action'. There are occasions when complainants
would like to raise their concerns formally. Inthose cases, the school's formal
procedure should be used -through the stages outlined withinthe procedure.

This procedure should be usedfor:
» Complaints relatingtothe schooling of your child
» Complaints aboutthe education and care providedto pupils atthe school
» Complaints about the school's operational arrangements

This policy should not be used for:

» Complaints aboutthe actions ofagovernor—please write tothe Clerkto
the Governing Board c/othe school office

» Complaints by staff relating to grievances about their employment

*  Whistle-blowing

* Complaints aboutthe actions ofanother parent

» Complaints aboutservices provided byother providerswho may use
school premises of facilities.

How to make a complaint

A complaint may be made in person, by telephone, or inwriting (including email). The
complainant should explain their concerns and also explain what they think might
resolve the issue.

Timeliness

This procedure is limited to matters which canreasonably be investigated. We expect
complaints to be made as soon as possible after anincident arises (three monthsis
generally considered to be an acceptable time frame inwhich to lodge a complaint);
However, we will consider exceptions ifthere are special circumstances which have led
to adelay in making the complaint.



Status

Section 29 ofthe Education Act 2002 statesthe needto have in place aprocedureto deal
with complaints relating to the school and to any community facilities or services the
school provides. The law also requires the complaints procedure to be publicised.

Purpose

The school and the Governing Board believe that feedback is an important
ingredient in self-evaluation and raising standards. All stakeholders should feel
that their concerns or complaints can be voiced and will be considered seriously.

The schooltakesinformal concerns seriously and aimsto resolve them atthe earliest
stage in order to reduce the numbers that develop into formal complaints. The
underlying principle is that concerns will be handled, if at all possible, without the need
forformal procedures. The requirementto have acomplaints procedure willnot inany
way undermine effortsto resolve the concerninformally. Staffwillendeavour

to resolve issues onthe spot.

Formal procedures will be used when initial attempts to resolve the issue are
unsuccessful and the person raising the concern remains dissatisfied and wishes to
take the matterfurther.

Investigating Complaints
At each stage the person investigating the complaint will ensure thatthey:
« establish what has happened so far, and who has been involved;
» clarify the nature of the complaint and what remains unresolved;
* meet with the complainant or contact them (if further information is necessary);
» clarify what the complainant feels would put thingsright;
* interview those involved in the matter and/or those complained about, allowing
them to be accompanied if they wish;
» conduct the interview/s with an open mind and be prepared to persist
with questioning;
» keep notes of any interview or meeting
* communicate with the complainant at each stage over discussions and
agreements reached.

Resolving Complaints
Ateach stage inthe procedure, successful resolution ofthe complaintwill take
priority. Ifappropriate one or more of the following may be offered:
» anapology;
e anexplanation;
« anadmissionthatthe situation could have beenhandled differently or better;
* anassurance thatthe eventcomplained of will notrecur;
» anexplanation of the steps that have beentaken to ensure that it will not
happen again;
* anundertakingto reviewschool policiesin lightofthe complaint.

Complainants will be encouraged to state what actions theyfeel mightresolve the
problem atany stage.

If, at any stage of the process, the complainant starts legal action in relation to the
matters under considerations, the complaints process will automatically cease, and
all further correspondence will be with the Schools' legal representatives.



Time Limits

Complaints willbe considered and resolved as quickly and efficiently as possible.
Realistic time limits will be setfor each action within each stage. However, where
further investigations are necessary, newtime limits may need to be setand the
complainant sentdetails ofthe newdeadline and an explanation forthe delay.

Onoccasion, the school may needto extend the time to respond to a complaint. This
may be because of resource or capacity issues, or because additional information
needs to be obtained to investigate the complaint. In such cases, the school will
provide a holding letter, explaining the reason for the delay, and providing a date by
which aresponse will be supplied.

Response times given refer to Monday to Friday inclusive, term time only.
A dissatisfied complainant can always take a complaint to the next stage.

Record Keeping
We will comply with our obligations under the Equality Act2010.

All complaints should receive a written response.

A copy of all written communication should be retained for reference. Complainants
have a right to copies of these records under the Freedom of Information and Data
Protection Acts.

Only complaints relating to the schooling of a specific child would be kept within the
child's files. Other issues will be filed separately in a secure location and will be
retained for a period of 7 years.

Governing Board Review

If the whole Governing Board is aware of the substance of a complaint before the
final stage has been completed, we may arrange for an independent panel to hear
the complaint.

Complainants have the right to request an independent panel, if they believe there is
likely to be bias in the proceedings. We will consider the request but ultimately, the
decision on whether to use an independent panel will be made by the Governing
Board.



PROCEDURE

We will comply with our obligations under the Equality Act 2010. It is common
practice to ask for complaints to be made by using a complaint form or in writing, but
we recognise that a complainant may have communication preferences due to
disability or learning difficulties. Therefore, a complaint may be made in person, by
telephone, or in writing (including email);

STAGE ONE (informal):

Concern/Complaint heard by relevant staff member (when not the subject of
the complaint).

Where a complainant is unhappy with an issue in school they should contact a
member of staff inthefirst instance. In most cases this will be either a child's teacher or
the school office staff. The complainant should explain their concern and also explain
what they think might resolve the issue.

The member of staff receiving the complaint will either:
» Provide a response to the complainant (after discussions with relevant
colleagues if necessary) or
» Referthe complainttothe appropriate personwithinthe school.

Where the complaint concerns the Headteacher, the complainant should proceed to
Stage 2b.

If the complainant indicates that he/she would have difficulty discussing a complaint
with a particular member of staff, or the complaint relates to the staff member, the
complainant may be referred to another staff member (orthe Headteacher). The
abilityto consider the complaint objectively and impartially is crucial.

The school will respond inwriting within five school days, with a brief summary of
the complaintand aresponse.

If the complainant wishes to move to Stage 2, a request must be submitted to
the school within 15 school days. Otherwise the matter is considered closed,
and will not be considered further. The letter must explain why the complainant
is dissatisfied with the outcome of Stage 1.

Complaints must notbe referredto individual governors. Where the first approach
Is made to a governor, the complainant should be referred to the appropriate
person above and advised of the procedure. Governors must not act on an
individual complaint outside the formal procedure or be involved at the early
stages in case they are needed to sit on a panel at a later stage of the procedure.




STAGE TWO (formal):
Ifthe complaintisaboutthe headteacher, the complainant should move to Stage 2b.

2a) Concern/Complaint heard by Headteacher

If dissatisfied with the outcome at Stage One, the complainant should contact the
Headteacher about the issue. (At this point, the complainant may be dissatisfied with
the way the complaint was handled at stage one as well as pursuing their initial
complaint.) The headteacher will provide a response to the complainant (after
discussions with relevant colleagues, if necessary).

The school will respond inwriting within 15school days, with a summary of the
complaint and a response.

Ifthe complainant wishes to move to Stage 3, a request must be submitted to the
schoolinwriting within 15schooldays. Otherwise the matterisconsidered closed, and
will not be considered further. The letter must explain why the complainant is
dissatisfied with the outcome of Stage 2a.

2b) Concern/Complaint heard by Chair of the Governing Board

If the complaintisaboutthe headteacher, the complainant should contactthe Chair of
the Governing Board about the issue. The Chair can be contacted by letter
addressedtothe school. The Chair ofthe Governing Board will discuss the concerns
withthe headteacher and provide aresponsetothe complainant.

Under Law, where the Chair of the Governing Board is absent, the Vice Chair (ora
representative nominated by the full Governing Board) will assume the responsibilities
outlined in this procedure.

The Chair will respond in writing within 15 school days, with a summary of the
complaint and a response.

If the complainant wishes to move to Stage 3, a request must be
submitted to the Chairinwriting within 15school days. Otherwise the matter is
considered closed, and will not be considered further. The letter must explain why
the complainant is dissatisfied with the outcome of Stage 2b.



STAGE THREE (review):
Complaint heard by the Governing Board's Complaints Panel

If dissatisfied with the outcome at Stage Two, the complainant may write to the Chair
of the Governing Board about the complaint, and the Chair will convene the
Governing Board's Complaints Panel to review the handling of the complaint at
Stage 2 and to examine the decision reached. The complainant should explain why
they are requesting a review, and why they consider the response they have
received to be unsatisfactory.

The Governing Board will determine which governors sit onthe Governing Board
Complaints Panel. The membership ofthe Panelwill notinclude the Chair as s/he will
have considered the complaint under Stage 2. Staff governors and the headteacher
are also excluded, as are any governors who have a prior involvement in the case.

Individual complaints will not be heard by the whole governing Board atany stage,
as this could compromise the impartiality of any panel set up for adisciplinary
hearing against a member of staff following a serious complaint. Itis not
appropriate for the details of complaints to be shared widely amongst the

The Remitofthe Complaints Panel
The governor chairing the Panelwill acknowledge receipt of the complaint within five
school days.

The Panel will convene to examine the complaint within 15 school days of receipt of
the complaint. The Complaints Panel is not convened to merely rubber-stamp
previous decisions. It will investigate the complaint promptly and impartially.

Ifthe matter is complex and requires more time to investigate, a letter may be sentto the
complainant outlining the reasonsforanydelay andthe subsequenttimescale for the
complaint. Every effort must be made to respond to complaints in a timely manner.

The Complaints Panelwilldecide onthe method of investigation depending onthe
nature ofthe complaint. The Complaints Panel can:
= dismiss the complaint inwhole orin part;
= upholdthe complaintinwhole orin part;
» decide onthe appropriate actionto betakento resolve the complaint;
» recommend changes to the school's systems, policies or procedures to ensure
that problems of a similar nature do notrecur.

Panel members must not have a conflict of interest and must not have been involved
in the matters under review.

Outcome of the Complaints Panel meeting
The complainant will receive a written explanation of the outcome and action taken

within five school days of the Panel'S meeting.




WHEN THE SCHOOL’S PROCEDURE HAS BEEN COMPLETED

Ifa complaint has completed the school procedure and the complainant remains
dissatisfied, they have the rightto refertheir complaint tothe Secretary of State. The
Secretary of State hasa duty to consider allcomplaints raised butwill only intervene
where the Governing Board has acted unlawfully or unreasonably and where itis
expedientorpracticaltodo so.

The School Complaints Unit(SCU) considers complaints relating to LA maintained
schools in England on behalf ofthe Secretary of State. The SCU will look atwhether the
complaints policy and any other relevant statutory policieswere adheredto. The SCU
also looks at whether statutory policies adhere to education legislation.

However, the SCU will not normally re-investigate the substance of the complaint.

This remains the responsibility of schools.

The SCU will not overturn a school’s decision about a complaint except in
exceptional circumstances where itisclear the school has acted unlawfully or
unreasonably. Ifthe SCU finds that the school has not handled a complaint in
accordance with its procedure, the SCU may request that the complaint is looked at
again.

Iflegislative or policy breaches are found, the SCU will reportthemto the school and the
complainant, andwhere necessary, askfor corrective actionto be taken.

Further information can be obtained from the SCU by calling the National Helpline on
0370 000 2288 or going online at: www.education. gov.uk/help/contactus or by writing to:
Department for Education School Complaints Unit 2nd Floor, Piccadilly Gate Store
Street Manchester M1 2WD
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