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SCHOOL COMPLAINTS PROCEDURE
Rationale
In accordance with our Mission Statement, as part of the FCJ family and as a Catholic and Christian Community we have in place a policy for managing complaints. In so doing we are recognising that in a large and busy community where many interactions take place between individuals, sometimes things go wrong and we want to have a clear set of procedures to enable resolutions to difficulties to be found as quickly and efficiently as possible. Throughout the process respect for each person and a desire to uphold their dignity will be key to all undertakings.

The statutory requirement 
All academies must have a complaints procedure. This must meet the standards set out in the Education (Independent School Standards (England) Regulations 2014 Schedule 1, Part 7.
Good practice
This policy has been written following the Education and Skills Funding Agency EFA Guidance, Creating academy complaints procedure, Updated 27 January 2015. 
Following the advice found in Best Practice Advice Guidance for School Complaints Procedures 2016 2019 written by the DfE (albeit for maintained schools), we want our policy to: 
· be easily accessible and publicised; 
· be simple to understand and use; 
· be impartial; 
· be non-adversarial; 
· enable a full and fair investigation by an independent person where necessary; 
· respect people’s desire for confidentiality; 
· address all the points at issue and provide an effective response and appropriate redress, where necessary; 
· provide information to the school’s senior leadership team so that services can be improved;
· enable complaints to be considered and resolved as quickly, and efficiently as possible.
Concerns and/or Complaints
A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to be important for which reassurances are sought’. 
A ‘complaint’ may be generally defined as ‘an expression of dissatisfaction however made, about actions taken or a lack of action’. 
This policy applies to concerns or complaints raised by parents and people who are not parents of attending pupils.

Complaints to which this policy does not apply
Complaints about the following matters are not subject to this policy as they are dealt with under separate policies or procedures:

1. child protection investigations;
2. special education needs statutory assessments;
3. exclusions;
4. admissions;
5. staff grievances and disciplinary matters;
6. external service providers/contractors; and
7. whistleblowing.

Raising Concerns and/or Informal Complaints Process
1. Parents and other complainants are encouraged to raise any concerns or complaints directly with the member of staff concerned so the matter can be resolved as quickly and informally as possible. To contact staff please telephone Reception or use the email address for your daughter’s year group.
2. Our aim is to acknowledge this initial contact within the next 24 hours and following this an appointment will be made for a phone call or meeting with the appropriate member of staff to take place as soon as possible and by no later than five term time working days after the school’s acknowledgment.
3. The member of staff will take the concern or complaint seriously and seek to provide the necessary information. This might require an adjournment of the initial meeting or phone call so that further information can be gathered and then the meeting will be resumed or, if more convenient to the parent, the conversation may be completed with a phone call.
4. This meeting/conversation will be logged by the member of staff to indicate the nature of the concern/complaint, the steps that have been taken to provide a resolution and that the matter has been resolved, if this is the outcome.
5. If the matter cannot be resolved, the parents/complainants should be given an outline of the next step that they need to take and be directed to this policy, School Complaints Procedure, which can be found on the school website. The policy provides a form, Annexe A, for making a written complaint. This will be noted in the log of the meeting.
Formal Complaints Process
1. If a parent or other complainant, believes that a concern or complaint has not been explored satisfactorily and that the matter has not been resolved, the parent is requested to fill out the form contained in Annexe A of this policy and return it to school for the attention of the Head’s PA. Details are on the form. 
2. Parents or other complainants, are usually expected to lodge the written complaint within three months of the expression of initial concern.  Although this period will be extended if there are special circumstances.
3. Within five term time working days of receipt of a written formal complaint, the Head’s PA will respond to the parent who has lodged the complaint and explain how and by whom the complaint is to be investigated. A date for a meeting with the Deputy (or the relevant person as defined below) will be agreed.

Stage One
1. The first stage of a formal complaint is for the parent to meet one of the Deputy Heads within ten term time working days of the response made by the Head’s PA.  
(If the complaint concerns the conduct of a Deputy Head, the complaint will be heard by the Head, if the complaint concerns the conduct of the Head, the complaint will be heard by the Vice Chair of Governors or a non staff Governor appointed by the Vice Chair).
2. The Deputy (or person hearing the complaint as identified in 1. above) will seek to: 
· establish the facts i.e. who is involved, what has happened and how has the complaint been addressed to date
· clarify the precise nature of the complaint and what is unresolved
· meet with the complainant to clarify what they feel needs to be done to resolve the issue(s) 
· interview those concerned to establish all points of view
· conduct interviews with an open mind and be prepared to persist in the questioning to ensure that the facts emerge
· keep a record of all interviews.
3. The Deputy (or person hearing the complaint) will be responsible for ensuring that a written report of their findings is made to the complainant and that a full record of any investigation, including the original written complaint and the written report is kept on file. This record is confidential to the parent, staff involved in the investigation and the Head. 
4. The Written Report will be accompanied by a letter that explains that if the parent does not feel that the matter has been resolved at stage one, a further meeting (stage two) will be arranged with the Head (or person hearing the complaint in stage two).  This letter, containing the report, will be sent no later than 10 term time working days following the stage one meeting with the parents who lodged the complaint.

Stage Two
1. Having received the letter containing the Written Report, parents may write to the Head’s PA if they feel that the complaint is still unresolved. This letter should be received by the Head’s PA within 10 term time working days of the date on the letter containing the report.
2. The Head (or person hearing the complaint in stage two) will review all the documentation that is held on file, conduct interviews with staff concerned in order to seek clarity and then meet the parents or complainants. 
(If the complaint concerns the conduct of the Deputy, the Vice Chair of Governors or a non staff Governor appointed for this purpose will undertake these tasks. If the complaint concerns the conduct of the Head the Chair of Governors or a non staff Governor appointed for this purpose will undertake these tasks)
3. Stage two will last no longer than twenty term time working days within which the Head (or person hearing the complaint in stage two) will write to the parents providing a report of the findings and informing them of their right to appeal if they continue to regard the matter as unresolved. This letter will contain details of the person to whom the appeal should be addressed (this will usually be the Clerk to the Governors). The letter will ask parents to indicate within five term time working days whether or not they wish to appeal. 

The Appeal Process
1. If the parent indicates in writing that he/she wishes to appeal against the outcome of the investigation into their complaint, the Clerk to the Governors will convene an appeal panel within fifteen term time working days of receipt of written intention to appeal. 
2. Where the complaint is being made by a parents of a pupil who is currently in school, the Appeal Panel will normally consist of three panel members. One of these panel members must be someone independent of the management and running of the school and the other two must be members of the Governing Body.
3.  
4. If the complainant is not a parent of the pupil at the school, the appeal will be dealt with by a single Governor (there is no legal right to an appeal panel). 

Panel
5. The Governors’ Appeal panel will be chaired by a member of the Governing Body and clerked by the Clerk to the Governing Body. 
6. The Clerk will write to the parents giving at least ten days notice of the date and time of the meeting of the Appeal Panel and advising them of their right to attend and to be accompanied if they wish. 
7. The Clerk’s letter will also include copies of any documents necessary to understand the outcome of the investigation into the original complaint.  Documents will have the names of any other pupils redacted in order to protect them. 
8. At the meeting of the Governors’ Appeal Panel, the person who investigated the original complaint (usually the Deputy Head) will outline the process of the investigation and explain the outcome. At the end of this explanation, the parent/complainant will be invited to ask any questions. The parent/complainant will then be asked to add any comments of their own and, in particular to explain what they would like to be done in response to their complaint. 
9. After the person who investigated the original complaint and the parents/complainants have spoken and answered any questions put to them by members of the panel, they will withdraw and the panel will consider its decision. 
10. The panel will consider whether or not they are satisfied with the outcome of the original investigation together with any additional findings of the Stage Two investigation. If they are satisfied that the outcome was wholly reasonable, the Chair will write to the parent/complainant explaining the panel’s decision. A copy of this letter will also be sent to the member(s) of staff about whom the original complaint was made (if appropriate). If they decide that there are flaws in the way the investigation was conducted or in the outcome, they will set out their findings and consider whether or not it is appropriate to offer one or more of the following: 
· an apology; 
· an explanation;
· an admission that the situation could have been handled differently or better; 
· an assurance that the incident complained of will not recur – and an explanation of stages taken to ensure this 
· an undertaking to review school policies in light of the complaint. 
11. A written response to the complainant should be made as soon as possible but within a maximum of 15 term time working days from the date of the panel meeting. 
12. The Clerk to the Governors’ Appeal Panel will ensure that a full record of the panel meeting, including copies of all the papers, are held on file. All these records are confidential to the parent/complainant, the panel members and the members of staff involved in the original complaint and its investigation except where the Secretary of State or a body conducting an inspection under section 109 of the 2008 Act requests access to them.

Single Governor
13. The nominated governor will be provided with the relevant information from stage 2 and the stage 2 outcome. 
14. 
15. The nominated governor may determine that a meeting with the complainant is appropriate. For the avoidance of doubt, a meeting is not a compulsory requirement and the decision to hold one is for the nominated governor alone to decide.
16. 
17. A written response to the complainant should be made as soon as possible but within a maximum of 15 term time working days from the date of the panel meeting.

Referral to the Department for EducationEducation and Skills Funding Agency
If a complainant has completed all of the procedures above i.e.  Informal, Formal and Appeal and the complainant remains dissatisfied, they have the right to refer their complaint to the Secretary of StateEducation and Skills Funding Agency (ESFA). The Secretary of State has a duty to consider all complaints raised but will only intervene where the governing body has acted unlawfully or unreasonably and where it is expedient or practical to do soThe ESFA has the power to consider whether this policy is legally compliance and whether or not it has been properly followed in the handling of the complaint being referred. It does not have the power to consider the substance of a complaint or to hold any further hearings. Before submitting your complaint, please read the ESFA guidance on complaining about an academy.

Appropriate behaviour
The school: As indicated throughout the policy, it is the school’s wish to work collaboratively with parents or any other complainant to bring about an efficient and just resolution to any concern or complaint. The school wishes to work in accordance with this policy and review the policy annually to ensure it follows best practice and is modified in the light of experience.
The complainant: We expect the tone of all complaints to be expressed in a courteous manner, in the knowledge that the school wishes to assist them and to co-operate with the process which is based on mutual dignity and respect.
The school’s approach when faced with serial and/or persistent complainants will be guided by the following:

there will be occasions when, despite all stages of the complaint procedure having been followed, the complainant remains dissatisfied. If a complainant tries to re-open the same issue, you can inform them that the procedure has been completed and that the matter is now closed.

If the complainant contacts you [the school] again on the same issue, the correspondence may then be viewed as ‘serial’ or ‘persistent’ and you may choose not to respond. However, you should not mark a complaint as ‘serial’ before the complainant has completed the procedure.

If an individual’s behaviour is causing a significant level of disruption, regardless of whether or not they have raised a complaint, schools can implement a tailored communication strategy. For example, they can:
•restrict the individual to a single point of contact via an email address
•limit the number of times they can make contact, such as a fixed number of contacts per term.

Schools should do their best to be helpful to people who contact them with a complaint or concern or a request for information. However, in cases where a school is contacted repeatedly by an individual making the same points, or who asks them to reconsider their position, schools will need to act appropriately. 
There will be occasions when, despite all stages of the complaint procedure having been followed, the complainant remains dissatisfied. It is important for schools to recognise when they really have done everything they can in response to a complaint. It is a poor use of schools’ time and resources to reply to repeated letters, emails or telephone calls making substantially the same points. If a complainant tries to re-open the same issue, the Chair of Governors can inform them that the procedure has been completed and that the matter is now closed. 

If the complainant contacts the school again on the same issue, then the correspondence may be viewed as ‘serial’ or ‘persistent’ and the school may choose not to respond. However, schools must be careful that they do not mark a complaint as ‘serial’ before the complainant has completed the procedure. 

However, where an individual’s behaviour is causing a significant level of disruption schools may wish to implement a tailored communications strategy such as restricting them to a single point of contact via an email address or by limiting the number of times they make contact; e.g. a fixed number of contacts per term. 

[bookmark: _GoBack]Complainants have a right to have any new complaint heard and failure to respond at all to a complainant could mean that the school is failing to comply with its legal obligations. A school needs to ensure that they are acting reasonably and that any genuine complaint can still be heard. 

Extracts are taken from: Best Practice Advice Guidance for School Complaints Procedures 20162019, Department for Education

Monitoring complaints 
1. The Head will report on the operation of the Complaints Procedure to the Governing Body once a year. This report will include: 
· the number of formal complaints that have been made 
· the number that have been satisfactorily dealt with at the point of the original investigation 
· the number of occasions on which the Appeal Panel has met 
· any significant amendments to school policy or practice as a result of the complaints made 
· any issues that have arisen in the operation of the Complaints Procedure. 
2. The Head’s report will respect the confidentiality of the individual. 
3. In the light of the Head’s report, the Governing Body will consider whether or not the complaints procedure should be amended in any way. 
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[image: UHS50]Annexe A: Formal Complaint Form
Please complete the following and return it to the Head’s PA, Ms C Morrison, who will acknowledge receipt and advise how your complaint will be investigated.

	Your name: 

	

	Your relationship to pupil/student
	

	Daytime telephone number
	

	Evening telephone number
	

	Address
	


	Post code
	

	Please give details of your complaint in the space below.

	



























	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 do you think we should do?


	



































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

	




















	

Your signature:


	

Date:
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Annexe B:  The role of the ESFA
The extract below is taken from Education and Skills Funding Agency EFA Guidance, Creating academy complaints procedure Updated 27 January 2015. 
 
The ESFA can support academies to achieve a compliant procedure but it is the responsibility of academy trusts to make sure that their complaints procedure is fully compliant. Our responsibility is to ensure academies comply with their funding agreements.
If a complaint comes to us we will check whether the complaint has been dealt with properly by the academy. We will consider complaints about academies that fall into any of the following three areas:
1. where there is undue delay or the academy did not comply with its own complaints procedure when considering a complaint
2. where the academy is in breach of its funding agreement with the Secretary of State
3. where an academy has failed to comply with any other legal obligation
We will not overturn an academy’s decision about a complaint. However, if we find an academy did not deal with a complaint properly we will request the complaint is looked at again and procedures meet the requirements set out in the Regulations.
If the academy’s complaints procedure does not meet the Regulations, we will ask the academy to put this right. We may seek to enforce the decision under the terms of the funding agreement on behalf of the Secretary of State, if appropriate.
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