Somerset Bridge Primary School
Aspire - Brave - Care - Collaborate

Complaints Procedure

Adopted January 2017
First review June 2020
Second review March 2022
May 2023
Third review y
. November2024
Fourth review
Fifth review
Sixth review

Seventhreview




Complaints Procedure and Guidance

General Principles:

This policyisalongside the Allegation of Abuse against Staff Policy contained in the Guidance
for School HR policies.

We should be clear about the difference between a concern and a complaint. Informal
concerns, taken seriously at the earliest stage, will reduce the numbers that develop into
formal complaints.

The underlying principle is that concerns ought to be handled, if at all possible, without the
need forformal procedures. In most cases classroom teachers will receive the first approach
and it would therefore be beneficial if staff were able to resolve issues on the spot, including
apologising where necessary, so that concerns do not develop into formal complaints.

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

Framework of Principles:

Our complaints procedure will:

* Encourage resolution of problems by informal means wherever possible;

* Be easilyaccessible and publicised;

* Besimpletounderstand and use;

* Beimpartial;

* Be non-adversarial;

* Allow swift handling with established time-limits for action and keeping people
informed of the progress;

* Ensure a full and fair investigation by an independent person where necessary;
Respect people’s desire for confidentiality;

* Addressall the points at issue and provide an effective response and appropriate
redress, where necessary;

*  Provide information tothe school’s senior managementteam so thatservices can be
improved.

Investigating Complaints:

At each stage the personinvestigating the complaint will ensure that they:

* Establishwhat has happenedsofar,and who has beeninvolved;
* Clarify the nature of the complaint and what remains unresolved;

* Meet with the complainant or contact them (if unsure or further information is
necessary);



* Clarify whatthe complainant feels would put things right;

* Consider interviewing those involved in the matter and/or those complained of,
allowingthemto be accompaniedif they wish. Conduct any interviewswith an open
mind; @ Keep notes of any interviews.

Resolving Complaints:

At each stage in the procedure we will want to keep in mind ways in which a complaint can
be resolved. It might be sufficient to acknowledge that the complaint is valid in whole or in
part. In addition, it may be appropriate to offer one or more of the following:

* Anapology;

* An explanation;

* Anadmission that the situation could have been handled differently or better; @ An
assurance that the event complained of will not recur;

* An explanation of the steps that have been taken to ensure that it will not happen
again;

* Anundertakingtoreviewschool policiesin light of the complaint.

Complainants will be encouraged to state what actions they feel mightresolve the problem.
An admission that the school could have handled the situation better is not the same as an
admission of negligence.

We will try to identify areas of agreement between the parties. We will also try to clarify any
misunderstandings that mighthave occurredas this can create a positive atmospherein which
to discuss any outstandingissues.

Vexatious Complaints:

If properly followed, our complaints procedureis expected to limit the number of complaints
that become protracted. However, there will be occasions when, despite all stages of the
procedures having been followed, the complainant remains dissatisfied. If the complainant
tries to reopen the same issue, the chair of the Governing body is able to inform them in
writing thatthe procedure has been exhausted and that the matteris now closed.

Time-Limits:

Complaints need to be considered, and resolved, as quickly and efficiently as possible. The
complainantwillbe informedabout the expected timescales associated with dealing with the
complaint. Where furtherinvestigations are necessary, the complainant will be sent details of
the new deadline and an explanation forthe delay.

There are three stages to our formal complaints procedure:

Stage one — complaint heard by the headteacher, ora member of staff.
Stage two — complaint heard by the chair of governors, orthe headteacher
Stage three — complaint heard by the governing body’s complaints panel



There may, on occasion, be the need for some flexibility; for example, the possibility of further
meetings between the complainant and the member of staff directly involved and further
investigations may be required by the headteacher afterameeting with the complainant.
Complaints aboutthe headteacher will be dealt with initially by the chair of governors.

An unsatisfied complainant can always take a complainttothe next stage.

The complaints procedure can be found following this policy guidance —AnnexA.
Managing and Recording Complaints:

Recording Complaints — We recognise that it is useful for us to record the progress of the
complaint and the final outcome. A complaint may be made in person, by telephone, or in
writing. Our complaint form can be foundin Annex B.

Atthe end of a meeting, ortelephone call, the member of staffinvolved will try to en sure that
the complainant and the school have the same understanding of what was discussed and
agreed. A brief note of meetings and telephone calls will be kept and a copy of any written
response added tothe record.

Governing body review — As well as addressing an individual’s complaints, the process of
listening to and resolving complaints will contribute to our school improvement. The
monitoring and review of complaints by the school and the Governing bodyis a useful tool in
evaluating ourschool’s performance. We can monitor the level and nature of complaintsand
review the outcomesonaregularbasisto ensure the effectiveness of our procedure making
changeswhere necessary. Complaintinformation shared with the whole governing body will
not name individuals.

Publicisingthe Procedure — There is a legal requirement forthe complaints procedure to be
publicised. Asagoverning body we include details of our procedurein:

¢ Information givento new parents when theirchildrenjoin the school;
e Onourwebsite



Annex A
The Three Stages:
Stage One: Complaint heard by the Headteacher or Staff Member.

It is in everyone’s interest that complaints are resolved at the earliest possible stage. The
experience of the first contact between the complainant and the school can be crucial in
determining whetherthe complaint will escalate. To that end, if staff are made aware of the
procedures, they know whatto dowhen they receive acomplaint. The ability to consider the
complaint objectively and impartially is crucial. The school will respect the view of a
complainant who indicates that he/she would have difficulty discussing a complaint with a
particular member of staff. In these cases, the headteacher can refer the complainant to
another staff member, or will hear the complaintthemselves. Where the complaint concems
the headteacher, the complainant will be referred to the chair of governors.

Where the first approach is made to a governor, the next step would be to refer the
complainant to the appropriate person and to advise the complainant about the procedure
formakinga complaint. Governors willnot act unilaterally on anindividual complaint outside
the formal procedure or be involved in the early stages in case they are needed to siton a
panel at a later stage of the procedure.

The complainant may be dissatisfied with the way the complaintis handled at stage one and
may wish to pursue theirinitial complaint.

Stage Two: Complaint heard by the Headteacher or Chair of Governors.

The headteacher’sinfluence will already have shaped the way complaints are handled in the
school. If the complainant was dissatisfied with the way the complaint was handled at stage
one by a member of staff the headteacher will hear,and investigate, the complaint and make
decisionsonanyactionto be taken.

If the headteacher has heard the complaint, at stage one, then the chair of governorswill hear
the complaint. The complainant will write to the chair of governors giving details of the
complaint. This will be investigated and the chair will write to the complainant.

Should the complainant still not be satisfied he/she may ask for the matter to be referred to
stage three.

Stage Three: Complaintheard by the Complaints Panel.

Complaints would not be heard by the whole Governing Body at any stage, as this could
compromise the impartiality of any panel set up for a disciplinary hearing againsta member
of staff following aserious complaint.

A panel of three governors, with delegated powers to do so, will hear the complaint.

The terms of reference for the panel are to:



* Draw up its procedures;
* Hearindividual complaints;
* Make one or more of the recommendations belowas a result of complaints.

Remit of the Complaints Panel —the complaints panel can:

* Dismissthe complaintinwhole of part;
* Upholdthe complaintin whole orpart;
* Decide onthe appropriate actionto be taken to resolve the complaint;

* Recommend changes to the school’s systems, procedures, or policies to ensure that
problems of a similar nature do notrecur.

Panel members—pointsto remember—there are several point which any governorsitting on
a complaints panel needs toremember:

It is importantthat the appeal hearingis independentandimpartial and that it isseento be
so. Nogovernorwill sitonthe panelifthey have had a priorinvolvementin the complaint or
in the circumstances surrounding it. In deciding the make-up of the panel, governors will
ensure thatitis a cross-section of the categories of governors and sensitive to the issues of
race, genderandreligious affiliation.

The aim of the hearing, which will be held in private, will always be to resolve the complaint
and achieve reconciliation between the school and the complainant. However, it has to be
recognised the complainant might not be satisfied with the outcome if the hearing does not
findintheirfavour. It may well be possible to establish the facts and make recommendations
which will satisfy the complainant that his or her complaint has been taken seriously.

An effective panel will acknowledge that many complainants feel nervous and inhibited in a
formal setting. Parents often feel emotional when discussing anissue that affects their child.
The panel chair will ensure that the proceedings are as welcoming as possible. The layout of
the room will set the tone and care is needed to ensure the setting is informal and not
adversarial.

Extra care will need to be taken when the complainantis achild.

Careful consideration of the atmosphere and proceedings will ensure that the child does not
feelintimidated. The panel needsto be aware of the views of the child and give them equal
consideration to those of adults. Where the child’s parent is the complainant, it would be
helpful to give the parent the opportunity to say which parts of the hearing, if any, the child
needsto attend.

The governorssitting on the panel need to be aware of the complaints procedure.

Roles and Responsibilities:

The role of the clerk— The clerk will be the contact pointforthe complainantandis required
to:



* Setthe date, time and venue of the hearing, ensuring that the dates are convenient
to all partiesand that the venue and proceedings are accessible;

* Collate any written material and senditto the partiesin advance of the hearing;

* Meetand welcome the parties as they arrive atthe hearing;

* Recordthe proceedings and notify all parties of the panel’s decision.

The role of the chair of the complaints panel —isthe ensure that:

* Thereisa checkthat the correct procedure has beenfollowed;

* Ifahearingisappropriate, thatthe clerkis notified toarrange the panel;

* The remitofthe panelisexplainedtothe parties and each party has the opportunity
of puttingtheir case without undue interruption;

* Theissuesare addressed;

* Keyfindings of factare made;

* Parentsand others who may not be usedto speaking at such ahearingare putat ease;

* The hearingis conducted in an informal manner with each party treating the other
with respectand courtesy;

* Thepanelisopenmindedandactingindependently;

* No member of the panel has a vestedinterest in the outcome of the proceedings or
any involvementin an earlier stage of the procedure;

* Each side is given the opportunity to state their case and ask questions, written
material isseen by all parties;

* Ifanewissuearisesitwouldbe useful to give all parties the opportunity to consider
and commentonit

* The chair of the panel will ensure that the complainantis notified of the panel’s
decision, inwriting, with the panel’s response; this will usually take place within five
working days.

Checklistforthe panel hearing:

* Thehearingisinformal as possible,

*  Witnesses are only required to attend for the part of the hearing in which they give
theirevidence,

e After introductions, the complainantis invited to explain their complaint, and be
followed by their witnesses.

* The headteacher may question both the complainant and the witnesses after each
has spoken,

* Theheadteacheristheninvited to explaintheschool’sactions and be followed by the
school’s withesses,

* The complainant may question both the headteacher and the witnesses after each
has spoken,

* The panel may ask questionsatany point,

* Thecomplainantistheninvitedtosumup theircomplaint,



The headteacher is then invited to sum up the school’s actions and response to the
complaint,

The chair of the panel explains that both parties will hear from the panel within five
school days,

All partiesleave together while the paneldecides on the issues.



AnnexB

School Complaints Procedure Complaint Form:
Your Name:

Pupil’s name:

Your relationship to the pupil:

Address:

Postcode:

Daytime telephone number:
Eveningtelephone number:

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 mightresolve the problem at this stage?

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

Signature: Date:

School use:

Date acknowledgementsent:

By whom:

Complaintreferredto:

Date:




