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Statement of Intent:

Foulds School aims to resolve all complaints at the earliest possible stage, and where possible, informally, and is
dedicated to continuing to provide the highest quality of education possible throughout the procedure.

This policy has been created to deal with any complaint against a member of staff or the school as a whole,
relating to any aspects of the school or the provision of facilities or services. It is designed to ensure that the
school’s complaints procedure is straightforward, impartial, non-adversarial, allows a full and fair investigation,
respects confidentiality and delivers an effective response and appropriate redress. Any person, including a
member of the public, is able to make a complaint about the provision of facilities or services that the school
provides. This policy outlines the procedure that the complainant and school must follow. Once a complaint has
been made, it can be resolved or withdrawn at any stage. The headteacher will be the first point of contact when
following the complaints procedure.

Please Note: The Headteacher or Chair of Governors may choose to delegate their responsibilities as outlined in
this procedure, either to a member of their Senior Leadership Team, or to another Governor as appropriate.

Legal Framework:

This policy has due regard to all relevant legislation including, but not limited to, the following:
e Freedom of Information Act 2000

Education Act 2002

The Education (Pupil Information) (England) Regulations 2005

Equality Act 2010

Immigration Act 2016

The School Information (England) (Amendment) Regulations 2016

UK General Data Protection Regulation (GDPR)

Data Protection Act 2018

This policy has also due regard to guidance including, but not limited to, the following:
e HM Government (2016) ‘Code of Practice on the English language requirement for public sector workers’
e DfE (2021) ‘Best practice guidance for school complaints procedures 2020’

Definitions:

A “complaint” may be generally recognised as an expression or statement of dissatisfaction about actions taken
or a lack of action.

A “concern” may be treated as an expression of worry or doubt over an issue considered to be important, and for
which reassurances are sought.

The school will class concerns as complaints and follow the same procedures for both, as outlined within this
policy.

Complaints can be resolved formally, through this procedure, or informally dependent on the complainant’s
choice. Any complaint or concern will be taken seriously, whether formally or informally, and the appropriate
procedures will be implemented.

The definition of “unreasonable complaints” is outlined in the ‘Managing serial and unreasonable complaints’
section of this policy.

For the purpose of this policy, “duplicate complaints” are identical complaints received from a complainant’s
spouse, partner, grandparent or child. These complaints will not be addressed again, the individual making the
second complaint will be informed that the complaint has been dealt with on a local level and if they are
dissatisfied with the result, they can appeal to the DfE.

Any new details provided by a complainant’s spouse, partner, grandparent or child, will be investigated and dealt
with in line with the complaints procedure.

General Principles:
e To allow for a proper investigation, complaints should be brought to the attention of the school as soon

as possible. Any matter raised more than 3 months after the event subject to complaint will not be
considered, save in exceptional circumstances.



Investigation of any complaint or review request will begin within 10 school working days of receipt of
the same, save in exceptional circumstances. The investigation will be completed as soon as reasonably
practicable.

All stages of the complaints procedure should be investigatory rather than adversarial.

All complaints will be treated with a high degree of confidentiality, which should be respected by both
parties to the complaint.

Details of complaints will not be shared with the whole governing body, except in very general terms, in
case an appeal panel needs to be organised.

Roles and Responsibilities:
The complainant will:

Cooperate with the school in seeking a solution to the complaint.

Express the complaint and their concerns in full at the earliest possible opportunity.
Promptly respond to any requests for information or meetings.

Ask for assistance as needed.

Treat any person(s) involved in the complaint with respect.

The complaint investigator will:

Ensure that all parties involved in the complaint are fully updated throughout each stage of the
procedure.

Guarantee that all parties involved in the procedure are aware of any relevant legislation, including the
Equality Act 2010, UK GDPR, Data Protection Act 2018 and Freedom of Information Act 2000.

Keep up-to-date records throughout the procedure — these records will be kept securely on the school’s
ICT system and retained in line with the school’s Records Management Policy.

Liaise with all parties involved to ensure the complaints procedure runs smoothly, including the
Headteacher, clerk to governors and Chair/Vice Chair of Governors.

Ensure, where the complainant is dissatisfied with the response, they are allowed to escalate it to the
next formal stage and are provided the opportunity to complete the complaints procedure in full.

Be aware of issues with regard to sharing third party information.

Understand the complainant’s need for additional support, including interpretation support, and be
aware of any issues concerning this.

The Headteacher, or where the complaint is against the Headteacher or where the Headteacher has a conflict of
interest, the Chair/Vice Chair of Governors, will be responsible for:

Providing a sensitive and thorough interviewing process of the complainant to establish what has
happened and who is involved.

Considering all records, evidence and relevant information provided.

Interviewing all parties that are involved in the complaint, including staff and pupils.

Analysing all information in a comprehensive and fair manner.

Liaising with the complainant and complaint investigator to clarify an appropriate resolution to the
problem.

Identifying and recommending solutions and courses of actions to take.

Being mindful of timescales and ensuring all parties involved are aware of these timescales.
Responding to the complainant in a clear and understandable manner.

The panel chair will:

Ensure that both parties are asked, via the Clerk, to provide any additional information relating to the
complaint by a specified date in advance of the meeting.

Ensure that minutes of the meetings are taken on every occasion.

Explain the remit of the panel to the complainant.

Ensure that all issues are addressed and that outcomes are reached based on facts and evidence.

Help to put at ease and console individuals involved who are not used to speaking at such hearings,
particularly any pupils involved.

Conduct the hearing in an informal manner, ensuring that everyone is treated with respect and courtesy.
Ensure that the room’s layout and setting is informal and non-adversarial while still setting the
appropriate tone.



e Confirm that no member of the panel has previously been involved in the earlier stages of the procedure
or has an external interest in the outcome of the proceedings.

o Give both the complainant and the school the opportunity to state their case and seek clarity without
undue interruption.

® Provide copies of any written material or evidence to everyone in attendance of the meeting, ensuring
that everyone has seen the necessary material.

e Organise a short adjournment of the hearing if required.

o Continuously liaise with the panel clerk and complaint investigator to ensure the procedure runs
smoothly.

o Help to provide the support necessary where the complainant is a child.

All panel members will be aware that:

e The review panel meeting is independent and impartial.

o No individual with prior involvement in the complaint, or the circumstances surrounding it, is permitted
to sit on the panel.

e The aim of the panel is to achieve a reasonable resolution and, ultimately, attain a harmonious
reconciliation between the parties involved.

o Reconciliation between the school and complainant is not always achievable, and it may only be possible
to establish facts and make recommendations to reassure the complainant that their case has been taken
seriously.

e The panel can:

- Dismiss or uphold the complaint, in whole or in part.
- Decide on appropriate action to be taken.
- Recommend changes that the school can make to prevent reoccurrence of the problem.

e When a child is present at the hearing, extra care needs to be taken to ensure that the child does not feel
intimidated, as well as ensuring the child’s view is represented equally.

The panel clerk will:

e Ensure that all people involved in the complaint procedure are aware of their legal rights and duties,
including any under legislation relating to school complaints, education law, the Equality Act 2010, the
Freedom of Information Act 2000, the Data Protection Act (DPA) 2018 and the UK GDPR.

e Continuously liaise with the complaint investigator.

e Record the proceedings.

o Set the date, time and venue of all hearings, ensuring that this is appropriate, convenient and accessible
to all parties involved.

e Collate all written material or evidence involved and send it to the parties involved in timely advance of
the hearing.

® Greet all parties as they arrive at the hearing.

o Ensure that the minutes of the panel hearing are circulated.

o Notify the relevant parties of the panel’s decision and any other actions to be taken.

Anonymous Complaints

Anonymous complaints will not be investigated.
The reasons for this are that it is impossible to investigate such complaints thoroughly and fairly and to resolve
these to the satisfaction of those involved. It is noted that such complaints may have been made simply in order

to intimidate or harass staff.

The Headteacher reserves the right to explore any allegations made against staff. The Headteacher and Chair of
Governors will be made aware of anonymous complaints.

Unreasonable Complaints

Any complaints deemed to be spurious will be dealt with under the school’s policy for handling unreasonably
persistent, harassing or abusive complainants.



Complaints not in scope of the policy
The school is aware that any member of the public, including the parents of past and present pupils, can make a

complaint about the provision of facilities or services that a school provides, with the exceptions listed below, for

which there are separate (statutory) procedures.

Exceptions

Who to contact

® Admissions to schools
e Statutory assessments of Special Educational
Needs (SEN)

® School reorganisation proposals

e Matters likely to require a Child Protection
Investigation Concerns should be raised
directly with local authorities (LA).

Concerns should be raised directly with local
authorities (LA).

For school admissions, it will depend on who is the
admission authority (either the school or the LA).
Complaints about admission appeals for maintained
schools are dealt with by the Local Government
Ombudsman.

Complaints about child protection matters will be
handled in line with the school’s Child Protection and
Safeguarding Policy and in accordance with relevant
statutory guidance. Any child protection complaints
should be directed to the LADO or the multi-agency
safeguarding hub (MASH).

o Exclusion of children from school.

Further information about raising concerns about
exclusion are outlined on the exclusion letter. More
information can be found at: www.gov.uk/school-
discipline-exclusions/exclusions

o Whistleblowing

The school has an internal whistleblowing procedure
for all employees, including contractors and
temporary staff outlined in the Whistleblowing Policy.
Any whistleblowers not wishing to raise the issue with
their employer will direct their complaint to the DfE
or direct with Ofsted by telephone on: 0300 123
3155, via email at: whistleblowing@ofsted.gov.uk

e Staff grievances and disciplinary procedures

These matters will invoke the school’s internal
grievance procedures. Complainants will not be
informed of the outcome of any investigation;
however, they will be notified that the matter is being
addressed.

o Complaints about services provided by other
providers who may use school premises or
facilities.

Providers should have their own complaints
procedure to deal with complaints about service.
They should be contacted directly.

e Complaints about the content of the National
Curriculum

These should be made to the DfE. Complaints about
how the school delivers the curriculum, including RE
and RSHE, will be dealt with using this complaints
procedure.

Complaints about governors:
Complaints may be made against:

e The Chair of Governors.

e The Vice Chair of Governors.



http://www.gov.uk/school

® Any other member of the governing body
e The governing body as a whole.

These complaints should be made to the clerk to the governing body, who will then arrange for the complaint to
be heard.

For complaints about the entire governing body, or the Chair or Vice Chair of Governors, the Clerk to Governors
will determine the most appropriate course of action, depending on the nature of the complaint. This action may
involve sourcing an independent investigator to initially deal with the complaint and then getting the complaint
to be heard by Co-opted Governors from another school.

Under some circumstances, it may be necessary to deviate from the complaints procedure. Any deviation will be
documented, along with the reasons for this.

Part A: Complaining about the actions of a member of staff

This relates to members of staff only and does not relate to complaints about the Headteacher — see Part B for
complaints about the actions of the Headteacher.

1) Informal Stage

It is anticipated that most concerns which may lead on to complaints can be resolved through a calm discussion
between the adults involved. Many concerns have been resolved by simple clarification or the provision of
additional information. The informal stage is therefore crucial and must be attempted before matters can be
considered under the formal stage.

If you have a complaint, you should either arrange to communicate your concerns to the member of staff in
person at the earliest opportunity through making an appointment, or if that is not possible, then to
communicate with them by telephone or in writing via the school office. It may sound unduly formal to
arrange an appointment but an appointment means that you will have an adequate amount of time to explore
your concerns with the member of staff in full and undisturbed by interruptions. You are strongly urged to
discuss the matter in person as this can avoid misunderstandings or problems arising from perceived tone
which can affect written communications. To prevent any later challenge or disagreement over what was said,
brief notes of meetings and telephone calls will be kept and a copy of any written response added to the
record.

If a complaint is sent in writing, care should be taken over the tone used. As a school we conduct ourselves in
line with our Foulds’ values and expect the same from our school community. Any communication that is seen

as rude or offensive in tone and/or content will be forwarded to the Leadership team who will then have a
separate conversation with the sender to explain that rude or offensive language or tone is unacceptable.

2) Formal Stage

If the complaint cannot be resolved at the informal stage then the complainant, (the person making the
complaint), can make a formal complaint and send this to the Headteacher. Where possible this complaint should
be put in writing or details provided on the form attached to this complaints policy. Where necessary the school
will make reasonable adjustments to enable complainants to make complaints in other formats.

A complaint form is provided to assist you.
You must indicate in the complaint that you have attempted to resolve the matter through the informal stage and

you should include any details which might assist the investigation, such as names of potential witnesses, dates
and times of events, and copies of relevant documents.

It is very important that you include a clear statement of the actions that you would like the school to take to
resolve your concern. Without this, it is much more difficult to proceed.

The Headteacher may, at this point, refer the complainant back to the informal stage if this stage of the
process has not been completed.

The Headteacher will be responsible for the investigation of the complaint.



If this is not possible due to a conflict of interest, a Governor (not the Chair of Governors) will be responsible for
the investigation. For the purposes of the below, if this were the case, where the wording says ‘Headteacher’ it
should be replaced when reading with ‘Governor’.

The Headteacher will collect such other evidence as they deem necessary. The Headteacher may wish to meet
with the complainant to clarify the complaint. The Headteacher may wish to interview the member of staff, who
is the subject of the complaint, and when this happens that member of staff may be accompanied by a friend or
recognised union representative if they wish.

The investigation will begin as soon as possible and when it has been concluded, the complainant, and the
member of staff concerned, will be informed in writing of the outcome. Once all facts are established, the
headteacher will contact the complainant in writing with an explanation of the decision. The complainant will be
advised of any escalation options and provided with details of this process. Any further action the school plans
to take to resolve the issue will be explained to the complainant in writing. If the complainant is not satisfied with
the outcome suggested, the procedure will progress (see below).

Having been informed of the outcome, consideration of the complaint is completed.

For those who wish to pursue the complaint further, there are two bases for this: first, that the conclusion of the
Headteacher is perverse or unreasonable; second, that the process followed by the Headteacher in handling the
complaint was flawed.

If the complainant considers that the decision of the Headteacher is perverse, or that the Headteacher has acted
unreasonably in considering the complaint, then the complainant may bring a complaint against the Headteacher
under Part B of this procedure within 2 weeks of receiving the outcome. Complaints received outside of this
timescale will be considered in exceptional circumstances.

Part B: Complaining about the actions of the Headteacher

This relates to the Headteacher only and does not relate to complaints about other members of staff — see Part A
for complaints about the actions of other members of staff.

1) Informal stage

It is anticipated that most concerns which may lead on to complaints can be resolved through a calm discussion
between the adults involved. Many concerns have been resolved by simple clarification or the provision of
additional information. The informal stage is therefore crucial and must be attempted before matters can be
considered under the formal stage.

If you have a complaint, you should either arrange to communicate your concerns to the Headteacher in person
at the earliest opportunity through making an appointment or, if that is not possible, then to communicate with
them by telephone or letter. It may sound unduly formal to arrange an appointment but an appointment means
that you will have an adequate amount of time to explore your concerns with the member of staff in full and
undisturbed by interruptions. You are strongly urged to discuss the matter in person as this can avoid
misunderstandings or problems arising from perceived tone which can affect written communications.

At this stage, the Headteacher may invite other staff members into the meeting, for example the Deputy
Headteacher and/or Phase Leader to support with provision of information that they might not be party too in as
much depth.

If the matter is not resolved, then if both parties agree, a neutral third party may be invited to act as a mediator
at a further meeting. While the selection of a third party is a matter for the person bringing the complaint and

the Headteacher, it may be helpful to ask a member of the school’s governing body to act in this capacity.

2) Formal Stage



If the complaint cannot be resolved at the informal stage then the complainant must put the complaint in writing
and send this to the Chair of the Governing Body. You must indicate in that complaint that you have attempted to
resolve the matter through the informal stage and you should include any details which might assist the
investigation, such as names of potential witnesses, dates and times of events, and copies of relevant
documents. Itis very important that you include a clear statement of the actions that you would like the

school to take to resolve your concern. Without this, it is much more difficult to proceed.

The Chair may, at this point, refer the complainant back to the informal stage if this stage of the process has not
been completed.

If the Chair determines that the complaint should be dealt with under the general complaints procedure then the
Chair will arrange for its investigation. The complainant may be invited to meet with the Chair to present oral
evidence or to clarify the complaint. The complainant may be accompanied at this meeting by a friend. If it is
established that the friend is expected to act in some kind of legal capacity, the Chair reserves the right to
terminate the meeting. The Chair will collect such other evidence as is deemed necessary. This may include the
interviewing of witnesses and others who may provide relevant information.

The Headteacher will be provided with a copy of the complaint and any additional evidence presented by the
complainant or collected by the Chair. Once there has been an opportunity for the Headteacher to consider this,
they may submit a written response. The Headteacher may be invited to meet with the Chair to present oral
evidence or to clarify their response. The Headteacher may be accompanied at this meeting by a friend or
recognised union representative.

The investigation will begin as soon as possible and when it has been concluded, the complainant, and the
Headteacher, will be informed in writing of the outcome. Once all facts are established, the Chair of Governors
will contact the complainant in writing with an explanation of the decision. The complainant will be advised of
any escalation options and provided with details of this process. Any further action the school plans to take to
resolve the issue will be explained to the complainant in writing. If the complainant is not satisfied with the
outcome suggested, the procedure will progress (see below).

Having been informed of the outcome, consideration of the complaint is completed.

For those who wish to pursue the complaint further, there are two bases for this: first, that the conclusion of the
Chair is perverse or unreasonable; second, that the process followed by the Chair in handling the complaint was
flawed.

If the complainant considers that the decision of the Chair is perverse, or that the Chair has acted unreasonably
in considering the complaint, then the complainant may request that the Governing Body review the Chair’s
decision.

If the complainant is not satisfied with the manner in which the process has been followed, the complainant may
request that the Governing Body review the process followed by the Chair in handling the complaint. Requests
made on this basis must include a statement specifying any perceived failures to follow the procedure.

Requests made on either basis must be made in writing within 2 weeks of receiving notice of the outcome from
the Chair. Requests made outside of the two week time limit will only be considered in exceptional
circumstances.

The review procedure described in Part C of this procedure will be followed for requests of this nature.

Part C: Review Process

Any review of the process followed by the Headteacher or the Chair shall be conducted by a panel of 3 members
of the Governing Body.

The review will normally be conducted through a consideration of written submissions, but reasonable requests
to make oral representations may be considered.

The panel will first receive written evidence from the complainant.



The panel will then invite the Headteacher or the Chair, as appropriate, to make a written response to the
complaint.

The panel will also have access to the records kept of the process followed.

The investigation will begin as soon as possible and when it has been concluded, the complainant, the
Headteacher or Chair, will be informed in writing of the outcome. The complainant and the person complained
about, where relevant, will receive a written response, via email or otherwise, explaining the panel’s findings and
recommendations. This response will also explain whether there are any further rights of appeal and to whom
they need to be addressed.

Having been informed of the outcome, consideration of the complaint is completed.

The Role of the School Complaints Unit

If a complaint has completed the local procedures and the complainant remains dissatisfied, they have the right
to refer their complaint to the Secretary of State. 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 so.

The School Complaints Unit (SCU) considers complaints relating to LA maintained schools in England on behalf of
the Secretary of State. The SCU will look at whether the complaints policy and any other relevant statutory
policies were adhered to. 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 it is
clear the school has acted unlawfully or unreasonably. If the SCU finds that the school has not handled a
complaint in accordance with its procedure, they may request that the complaint is looked at again.

If legislative or policy breaches are found, the SCU will report them to the school and the complainant, and
where necessary, ask for corrective action to be taken. The SCU normally also seeks written assurances as to
future conduct. Failure to carry out remedial actions or provide written assurances could ultimately result in a
formal Direction being issued by the Secretary of State in accordance with their powers under sections 496 and
497 of the Education Act 1996.

The school may wish to contact the SCU for advice on whether they have acted reasonably; for example: in
closing down a complaint from a serial complainant before the local procedure has been completed.

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



http://www.education.gov.uk/help/contactus
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Foulds School Complaint Form
Please complete this form and return it to the Headteacher / Chair of the Governing Body, who will
acknowledge its receipt and inform you of the next stage in the procedure.
If you require assistance completing this form, please contact the school office.

B (o 10T o o =1 2 0 =

Relationship with school [e.g. parent of a pupil on the school’s roll]:

Daytime telephone number: ..o,

Evening telephone number: ...l

Please give concise details of your complaint, [including dates, names of witnesses etc...], to allow the matter to be
fully investigated:

You may continue on separate paper, or attach additional paperwork, if you wish.

Number of additional pages attached =

What action, if any, have you already taken to try to resolve your complaint? [i.e. who have you spoken with or
written to and what was the outcome?]

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

Signature: Date:




School use:
Date Form received:
Received by:
Date acknowledgement sent:
Acknowledgement sent by:

Complaint referred to:

Date:




