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‘Appendix A: Scope of this Complaints Procedure

This procedure covers all complaints other than those that are dealt with under other statutory.
procedures, including those Isted below. As noted below, school employees may not use this
procedure o raise concerns relating o their employment.

hoto contact

dmissions o schools
tatutory assessments of
Ispecial ducationa Needs
chool re-organiation
proposals

concerns about admissions, statutory assessments of Specal
ducational Needs, orschool re-organisation proposals should be.
ised with Cheshire East Borough Counc,
chool Admissions and Organisation
300 123 5012
Ito://uew. cheshireeast gov.uk/schols/admissions/admissions. asox

[Matters iely to require 3
fonild Protection investigation

comptaints about child protection matters are handied under our child
rotection and safeguarding policy and in accordance with relevant
ftatutory guidance.
safeguarding Children in Education (SCIES)
1606 275039

cheshireeast gov.u jsafeguarding in_educat
lon/safesuarding in education.aspx

Excusion of chidren from

[Further information about rafsing concerns about exdlusion can be
i at: www.gov.uk/school.discipline: exclusions/exclusions.

|'complaints about the application of the behaviour policy can be made
ftiough this procedure.

Whisticbiowing

e have an nternal whistieblowing procedure for il our
mployees, including temporary taff and contractors.

he Secretary of State for Education is the prescribed person for
fatters relatng to education for whistieblowersin education who do
want to raise mattersdirect with their employer. Referras can be.
frade at: wuw.education gov.ui/contactus
lunteer staf who have concerns about our school should
fromplan through the schoo's complaints procedure. You may also

e able to complain direct to the ESFA (see link
bove), depending on the substance of your complaint.

Biaffgrevances

[complaints from staff will be dealt with under the schoal’s
ternalgrievance procedures.

taff conduct

[Comptaints about staffwill be Gealt with under the schools
ernal discplinary procedures, f appropriate.

[complainants il not be informed of any disciplinary action
faken against astaff member as aresult of a complaint.

Jowever, the complainant will be notfied that the matter s being.
padressed

[comptaints about services.
rovided by other
roviders who may use
fichool premises or facilties

[providers should have their own complaints procedure to deal with
fromplaints about service.Please contact them direct.
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National Curricuium -
ontent

[lease contact the Department for Education at
v edueation gov ui/contactus

If ther bodies are investigating aspects of the complaint, for example the police, LA safeguarding
teams or tribunals,this may impact on ou abilty to adhere to th timescales within this procedure or
resultin the procedure being suspended until those public bodies have completed their investigations.

1 complainant commences legal action against the school, the complaits procedure may.
be suspended until those legal proceedings have concluded.
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‘Appendix B: Complaints Form

Please complete and return to the school ofice marked private and confidential fo the attention of the

principal/Head or chai o governors who will acknowledge receipt and explain what acton will be
taken.

pif's name (f rlevant):

four elationship to the pupi (f relevant):

hddress:

postcode:
[pay time telephone number:
ning telephone number:

lease gve detalk of your complaint,including whether you have spoken t0 anybody at the
chool about it
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fWhat actions 60 you feel might resaive the problem at s stage?

fare you attaching any paperwork? I o, please give detals.

ignature:

pate:

orfcaluse

pate acknowledgement sent:

whom:

comptaint referred to:

pate:
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‘Appendix C: Arrangements and Procedure for Governors’ Panel Hearing
The governors’ panel wilagree a chair from amongst their number.

‘Although this procedure may appear formal, the hearing should be conducted in s informal a way
as possible, and the chai of the panel should make every effort to make al parties feel
comfortabl.

The chalr of the panel willintroduce al the parties present and explain the procedure to be fllowed,
and that every effortwill be madie to keep the process a informal a possble

The complainant willoutine thelr complaint and explain why they are dissatisfied with the school's
response at Formal Stage 2. The complainant may call any witnesses n supportof their complaint
who wil attend the meeting only for the time that they are providing nformation and may be.
questioned by all parties.

The Principal/Head and/or chairof governors and the governors on the panel wil have the
‘opportunity to ask questions of thecomplainant.

The Principal/Head and/or chair of governors will explain thei involvement in the complaint and the
reasons for their decisions at the informal and first formal sage. The Princpal/Head and/or char of
‘govemors may call any witnesses n support of is/her statement who will attend the meeting orly.

for the time that tey are providing information and may be questioned by al paties.

The complainant and the governors on the panel will have the opportunity to ask questions.
of the Principal/Head and/or chair o governors.

Both parties willbe given the opportunity to sum up their statements, ending with the complainant. No
new material may be introduced at this stage.

The governors may decide to adjourn the hearing pending further investigaton at any stage, if
thisseems necessary.

Both parties willeave the meeting and the governors will consider the information that has been put to
them. The clerk willremain forthis part of the meeting n order to larfy anything f necessary, but the
‘govemors’ deliberations will ot be minuted.

The governors’ panel must reach a unanimous or majoriy decision a5 to whether or not o uphold the complant
wholly or in part,and what action (f any) the school needs to take to resolve the complaint. Ths may include
referring the matter to another forma process, whether in relation to a complaint against a governor or a
member of the school staff. Normaly the governors wilreach a decision atthis point, but they may feel the
need 1o take further advice. Where this st case, they should aim to reach a deciion as 500 as possble.

The governors will communicate thei response to both partiesin writng as soon as possible but, in any.
case, within five working days of reaching their decison.
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‘Appendix D: Policy for Managing Serial or Unreasonable Complaints

This school is comitted to dealing with all complaints airly and impartaly, and to providing a hgh-
quality service to those who complain. We will ot normally imit the contact complainants have with
our school. However, wedo not expect our saff to tlerate unacceptable behaviour and will take.
action to protect staff from that behaviour, incuding that which s abusive, offensive o threatening.

This school defines unreasonable behaviour as that which hinders our consideration of
‘complaints because of the frequency or nature of the complainant’s contact with the school.
For example, if the complainant:

refuses o ariculate their complaint or speciy the grounds of a complaint or the outcomes sought by
rasing the complaint, despite offers of assistance

refuses o co-operate with the complaint investigation process.
refuses to accept that certain issues are not within the scope of the complaint procedure

Insists on the complaint being dealt with in ways which are incompatible with the complaint procedure
o with good practice

Introduces trival orirelevant information which they expect to be taken into account and,
commented on

raies large numbers of detaed but unimportant questions, and insist they are fuly answered, often
Immediately and to thelr own timescales

‘makes unjustiied complaints about staff who are trying o deal with the ssues, and seeks to
have them replaced

changes the basis of the complaint s the investigation proceeds.

repeatedly makes the same complaint (despte previous investigations o responses concluding.
that the complaint is groundiess of has been addressed)

refuses to accept the findings of the investigatin into that complaintwhere the school's complaint
procedure has been fully and properly implemented and completed including referral o the ESFA

seeks an unvealistc outcome

makes excessive demands on school time by frequent, lengthy and complicated contact with staff
regarding the complaint in person, inwriting, by email and by telephone whil the complaint s being.
dealtwith

uses threats to ntimidate
uses abusive, offensiv or discriminatory language or violence

Knowingly provides falsfied information

publishes unacceptable information on social media or other publicforums.

Complainants should try to limit their communication with the school that relates to their complain,
while the complain s being progressed. It s not helpfulf repeated correspondence s sent (either by
letter, phone, email or text), as it could delay the outcome being reached.
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Whenever possible, the Principal/Head or chai of governors willdiscuss any concerns with the.
complainant informally before applying an ‘unreasonable’ marking.

1fthe behaviour continues, the Principal/Head will write 1o the complainant explaining that their
behaviour s unreasonable and ask them to change it.For complainants who excessively contact the
school causing a ignificant evelof disruption, we may specify methods of communication and limit
the number of contactsin a communication plan. This will be reviewed aftersixmonths.

Inresponse to any incident of aggression or violence, we will immediately inform the police, where
appropriate, and communicate our actions i witing. This may nclude barring an indiidual from the.
school premises.
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AppendixE
Additional Information outside of the model policy.
Appendix 1

School Complaiats Procedure

‘Guidance for Governors - on Forma Stage 3

Ourschool has a complaints procedure to ensure we respond to complaints as quickly and as
effectively as possile. (A copy of the fullpolicy can be obtained from the schoo).

1fthe principal/Head)/chair of governors is unable to resolve the matter nformaly, the complaint can
be referred to a Complaints Committee appointed by the governing board. The aim of the hearing s
10 estabish any areas of agreement and identify actions that can be taken 1o resolve the complant.
The governing board may nominate a number of members with delegated powers o hear complaints
at that stage and set out s terms of reference. These can include:

drawing up its procedures; hearing ndividual appeals

‘making recommendations on policy as a resuit of comlaints.

The procedure adopted by the committee for hearing appeals is part ofthe school's complaints
procedure. The committee can be crawn from the nominated members and or other governing
boards. The usual complement s three governors. The committee may choose its own chair.
‘Academies MUST have at least one member that s independent of the eadership of running of the
academy.

The Remit of the Complaints Comittee

The committee has delegated powersto:
Upholdthe complaint n whle or i part
Dismiss the complintin whole o n part
Decide onthe appropriate action to b taken toresolve the complant

Recommend changes to the school'ssystems or procedures to ensure that problems of a similar
nature do not recur.

There are several points which any governor stting on a complants committee needs to
remember:

Itisimportant thatthe hearing i independent and impartial and that t sseen to be s0. No governor may sit on
the committee Ifthey have had  prior involvement in the complaint o n the crcumstances surrounding it In
deciding the make-up of the comittee, governors need totry and ensure that it s a cross-section of the
categories of governor and sensitive to the issues of race, gender and relglous aflation.

The aim of the hearing, which needs to be held in private, will always be o resolve the complaint and
achieve reconcilation between the school and the complainant. However, it has to be recognised that
the complainant mightnot

2
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e satisied with the outcome f the hearing does not ind n thei favour. t may ot be possible for
the panel to establish the facts .8 If there s insuffcient corroborative evidence to enable It to
form a view; it only aternative in this case is to make recommendations which will satsfy the
complainant that their complaint has been taken seriously.

An effective committee willacknowledge that many complainants feel nervous and inhibited ina
formal setting, Parents often feel emotionalwhen discussing an issue that affects their child. The
committee chairwill ensure that the proceedings are as welcoming as possibe

The layout of the room wil st the tone and care i needed to ensurethe setting s informal and
notadversarial.

Exta care needs to be taken when the complainant s a child. Careful consideration of the
atmosphere and proceedings will ensure that the child does not feel intimidated. The committee
needs 1o be aware of the iews f the child and giv them equal consideration to those of adult.
Where the chil's parent s the complainant, it would be helpful to gve the parent the opportunity to
Say which parts of the hearing, I any, the child needs t0 atend.

Role o the Chair of the Complaints Committee.
The Chair of the Committee has a key rol, ensuring that:

The remit of the committee is explained to the parties and each party has the opportunity of putting
their case forward without undue interruption

the ssues are addressed
key findings o fact are made
parents and others who may not be used to speaking at such a hearing are put at ease

the hearing s conducted in an informal mannr with each party reating the other with respect and
courtesy

the comittee is open minded and acting independently

no member of the committee has  vested interest in the outcome of the proceedings of any
involvement n an earler stage of the procedure.

each sde s given the opportunity o statetheir case and sk questions
witten materia s seen by all partis.

112 newssue arises it would be useful o giv alparties the opporturityto consider and comment onit
Checkist for a Compaints Committee Hearing

The committee needs to take the ollowing pintsinto account:

The hearing s as informal s possivle

Witnesses are only required 1o attend fo the part o the hearing inwhich they give thei evidence
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After introductions,the complainant i invited to explain their complant, and be followed by their
witnesses

The Principal/Head may question both the complainant and the witnesses ater each has spoken

The Principal/Head is then invited to expain the schoof's actions and be followed by the
school's witnesses.

The complainant may question both the Principa/Head and the witnesses afte each has spoken
The committee may ask questions at any point

The complainant s then invited o sum up their complaint

The Princpal/Head i then invted to sum up the schao!'sactions and esponse tothe complaint
Both partis eave together whik the committee decdes on the ssues

The chalr explain that both parties will hear from the committee within a set timescale.
Notification of the Committee's Decision
The chalr of the committee needs to ensure that the complainant s notified of the comittee’s

decsion, in writing, with the committee's response; thi usualy will be within 5 days of the date of the
earing. The letter needs to explain how to contactthe ESFA fthey remain unsatisfed.
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‘Appendix E2
Investigating Complaints
Interviewing Best Practice Guidance for Schools.
Children and Young People

Children/young people should be interviewed n the presence of another member of taf,or in
the case of serious complaints (e, where the possibilty of criminal investigation exists) in the:
presence of thelr parents/carers.

However, it might not always be possible to conduct aninterview i case t prejucices a (LADO)
Local Authority Designated Offcer or poice nvestigation.

Care should be taken in these circumstances not o create an intimidating atmosphere.

Children/young people should be told what the interview is about and that they can have.
someone with them.

Staff/ Witnesses

Explain the complaint and your role clearly t the interviewee and confirm that they understand
the complaits procedure and thei role n it

Staffare alowed a colleague to support them at thei interview. The colleague must not be.
‘anyone likely to be interviewed themselves,incluing their line manager.

Use open, not leading questions.
D0 not express opinions n words or attitude.
‘Ask single not maltiple questions, e. one question at a time.

Try to separate hearsay evidence from fact by asking interviewees how they know a
partcular fact.

persist with questions if necessary. Do not be afrald to ask the same question twice. Make
notes of each answer given.

‘Deal with conflcting evidence by seeking corroborative evidence. I this is not avalabl, discuss.
with the complaints co-ordinator/ Principal/Head chair of governors the option of a meeting.
between the conflcting witnesses.

Make a formal record ofthe interview from the written notes as soon as possible while the:
memory i fresh. Show the interviewee the formal record, ask f they have anything to add,
and to sign the record as accurate.

Taken from the Department for Education’s ‘Best Proctice Advice for School Complaints
procedures 2016~ Deportmental advicefor maintained schools, maintained nursery schools.
nd local authoriies.




image18.png
Appendix €3
Barring from the School Premises.

‘Although fulfiling a public unction, schools are private places. The public has no automatic right of
entry. Schools willtherefore act to ensure they remain a safe place for pupis,saff and other members.
of their commanity.

2 parent’s behaviour is  cause for concern, a school can ak then to leave school premises. I serious
cases, the Principal/Head can notfy them in writng that their implied lience to be on school premises.
has been temporarly revoked subject to any representations that the parent may wish to make.
Schools should always give the parent the opportunity to formally express their views on the decision
0 bar n writing The decisin to bar should then be reviewed, taking into account any representations
made by the parent, and either confirmed or lfted. I the deciion s confirmed the parent should be:
notified in writng, explaning how long the bar will be in place.

Anyone wishing to complain about being barred can do 5o, by letter o emal to the Principal/Head or
chair of governors. However, complaints about barring cannot be escalated to the ESFA. Once the
school’s own complaints procedure has been completed, the only remaining avenue of appeal s
through the Courts; independent legal advice must therefore be sought.
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Appendix £

Policy on managing aggressive behaviour of parents and
visitors to our school.

Statement o principles

The governing board of each schol encourages closelinks with parents
and the community. It belleves that pupils benefit when the relationship between home
‘and school is a positve one.

The vast majority of parents, carers and others visiting our school are keen to work with us
and are supportive of the school. However, on the rare occasions when a negativ atitude
towards the school is expressed, this can result n aggression, verbal and or physical abuse
towards members of school staff or the wider school community.

The governing board expects and requiresits members of staf o behave professionally in
these difficult situations and attempt to defuse the stuation where posible, seeking the
involvement as appropriate of other colleagues. However, all members ofstaff have the right
10 work without fear of violence and abuse, and the right, n an extreme case, o appropriate
selfdefense.

‘We expect parents and other visitors to behave in a reasonable way towards members.
of schoo staff. This policy outines the steps that il be taken where behaviour is
unacceptable.

Types of behaviour that are considered serious and unacceptable and will not be tolerated:
shouting at members of the school taf, either n person or over the telephone

‘hysically intimidating a member o staff, .g.standing very close to them
the use of aggressive hand gestures

threatening behaviour

shaking or holding afist towards another person

swearing

pushing

hittng,e.g. slapping, punching and kcking

Spittng.

breaching the schoofs securty procedures.

“This is not an exhaustive list but seeks to provide lustrations of such
behaviour.

Unacceptable behaviour may result i the police being nformed of the Incdent.

Procedure to be ollowed:
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Fa parent/carer behaves in an unacceptable way towards a member of the school
‘community, the Principal/Head or appropriate seniorstaf willseek to resolve the situation
through discussion and mediation. If necessary, the school's complaints procedure.
should b followed. Where all procedures have been exhausted, and aggression or
intimidation continue, or where there is an extreme act of violence, a parent or carer may.
be barred by the Principal/Head from the school premises for a period of time, subject to
review.

Inimposing a bar, the folowing steps willbe taken:

‘The parent/carer will be informed,in writing, that they are barred from the premises,
Subject to review, and what wil happen f the bar is breached,

.8 that police involvement or an injunction application may follow.
Where an assault has led 10 a bar, a statement ndicating that the matter has been
reported to the police wil be ncluded.

The chair o govenors willbe informed of the bar.

Where appropriate, arrangements for pupis being delivered to, and colected from, the
school gate will e clarified.

Conclusion

The school may take action where behaviour s unacceptable or there are srious
breaches of our home-school code of conduct or health and safety legislation. In

implementing this policy,the school il as appropriate, seek advice from thei health
and safety and legal advisors, o ensure farness and consistency.

This Policy willbe reviewed annually.
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Complaiats Policy
Scope of this Procedure

This complaints procedure is ot lmited to parents or caers of children that are registered at the
school. Any person, ncluding members of the public,may make a complaint about any faclties
o services that the school provides. Unless complaints ae dealt with under separate statutory
procedures (such as appeals relaing 1o exclusions or admissions) the school willuse this
‘complaints procedure. Any complaints which subsequently lead to staff conduct actions will be
‘considered under staff disciplinary procedures, f appropriate, but outcomes of this will be
confidential and will not be shared with the complainant. The scope of this complaint procedure.
s covered in more detalin Appendix A

Timescales

‘Complaints must be raised within three months of the incident or, where aseriesof associated
incidents have occurred, within three months of thelast of these incidents. The school will
consider complaints made outside ofthis timeframe only fthe chair of governors and
Principal/Head, having taken advice, are of the view that exceptional circumstances apply.

Al timescales in this procedure refer toschool working days, for thisschool,excluding school
holdays, n- service trainin (Inset) days and bankholidays

‘Any complaints made outside of term time will be considered to have been recelved on the first
school day after the holiday period.
Anonymous complaints

‘Anonymous complaints will not normally be investigated. However, the CEO/Principal/Head or
chair of governors f appropriate, wildetermine whether the complaint warrants an

investigation.
Serialor Unreasonable Complaints

Where the school judges a complaint o be unreasonable or where a complainant is making serial
‘complaint or raising lssues again that have previously been addressed under the fina formal
stage of the school's complaints procedure, the procedure outined at Appendix D may be
Invoked.

How to Raise a Complaint - tages of the Complaints Procedure:

‘The complants procedure consists o four tages:

411 informal Stage -usually a meeting with the complainant
412 FormalStage 1- complaints formally investigated by the Principal/Head (or designate]
413 Formal Stage2-a Panel Hearing.

A concern / informal complaint can be made intally in person, in writing o by telephone. It may
als0 be made by a third party acting on someone else’s behal, s ong a they have appropriate
consentto doso.

Inthe frst nstance parental concerns should normally be raised with the class teacher o, i the
‘concern s about the classteacher, with a member o the senlor leadership team or the

1
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Principal/Head. If the ssue remains unresolved, the next step i to make a formal complaint
‘under Formal Stage 1 of this procedure.

‘Complainants should not approach individual governors toraise concerns or complants.
‘Governors have no power o act on an individual basis and this may also prevent them from
considering a complaint I it reaches Formal Stage 3 of this procedure.

Aformal complaint against a member of schoolstaff (except the Princpal/Head) should be made
nthe frs instance to the Principal/Head via the school offce and should be marked as private
and confidential

Aformal complaint that involves or is about the Principal/Head should be addressed to the chair
of governors, via the school office, and should be marked s private and confidential.

Aformal complaint about the chair of governors, any individual governor orthe whole governing
board should be addressed to the clerk o the governing board via the school offce and should be
‘marked as private and confidential.

For ease of use, a template complaint form is included at the end of this procedure (Appendix B).
Help in completing the form can be accessed vi the schooloffce

Inaccordance with equalites law, the school will consider making reasonable adjustments if
required, to enable complainants o access and complete this complaints procedure. This may
include providing information inaiternative formats, assisting individuals in raising a formal
‘complaintor holding meetings in accessible locations.

Resolving complaints.

At each stage i the procedure, the school will ope to b abl to resoive the complaint. If
‘appropriate, it will be acknowledged that the complaint i upheld in whole or i part. In additon,
‘one or more of the following may be offered:

511 anexplanation
512 anadmission that the situation could have been handied diferently or better

513 anassurance that the school willtry to ensure the event complained of will ot recur
514 anexplanation of the steps that have been or will e taken to help ensurethat it will ot

happen again and an indication o the timescales within which any changes will be made

515, anundertaking to review school polices inlight of the complaint
516 anapology
Withdrawal of a Complaint

12 complainant wishes to withdraw their complaint, they willbe asked to confirm this in writing
‘Once a complaint has been withdrawn the same isue cannot be raised again

Informal Complaints

s in everyone’s interest that concerns and complaints are resolved at the earlest possible
Stage. Many issues can be resalved without the need touse the formal stages o the complaint
procedure. The school aims totake all concerns seriously and will make every effort toresolve.
ssues aised as quickly 2 possibl.
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Ifan individual has diffculy discussing a concern with a particular member of staf,the school
il respect this. I this case the complainant willbe eferred to another staff member. Similarly,
fthe member ofstaff directly involved feels unable to deal with a concern, the complainant will
b referred to another staff member. The member of taff will usually be more senior but does

ot have to be. The abilty to consider the concern objectively and impartially is more important.

The school would hope and expect o be able to deal with most concerns aised on an nformal
basis, and a complainant should not rase a formal complaint before discussing ther concerns
informaly with an appropriate member of staff. It s understood, however, tha there are.
occasions when people remain dissatified and would like o rase their concerns formaly In this
case every attempt will be made to resolve the isue through the formal stages outined within
this complaint procedure.

Formal tage 1 Complaint to the Principal/Head

Formal complaints must be in wriing, preferably on the complaints form provided at Appendix 8,
o the Princpal/Head, other than in the circumstances referred o in paragraphs 11.and 12.

‘The principal/Head wil record the date the complaint s received and will acknowledge receipt of
the complaint i writing (either by letter or email within five school days

Within thi response, the Principa/Head willseek to clarify the nature of the complaint, ask what
remains unresolved and what outcome the complainant would ike o see. The Principal/Head can
‘consider whether a face to face meeting s the most appropriate way of doing this.

‘The principal/Head may delegate any investigation to another member of the schoof's senior
leadership team but will not delegate the decsion about the merits of the complaint.

‘During an investigation, the Principal/Head (or designated member ofstaff)wil, if necessary,
Interview those involved in the matter and/or those complained of, llowing them to be
accompanied ifthey wish, and willkeep a written record of any meetings/interviews n relation to
the investigation. Staff members may be accompanied at these meetings by a colleague or rade
union representative If they wish

Atthe conclusion of the investigation, the Principal/Head will provide a formal written response,
within twenty school days of the date of receipt of the complaint.

fthe Principal/Head is unable to meet this deadline, they will provide the complainant with an
update and revised response date.

The response willdetal any actions taken to investigate the complaint and provide a ull
‘explanation of the decision made and the reasonis) for it Where appropriate, t willinclude
detals of actions the school wil take to resolve the complaint.

‘The principal/Head will avise the complainant of how t0 escalate ther complait should they.
remain dissaisfed with the outcome of Formal Stage1.

I the complaint s about the Pincipal/Head, o a member or members of the governing board
(including the chair and/or vice-chai), a suitably kiled governor/trustee will be appointed to
complete all the actions at Formal Stage 1.

‘Complaints about the Princpal/Head or memberls) of the governing board must be made o the.
Chairof the governing board, via the school ffice.

fthe complaint is about significant members, proportions or indeed the entire governing board
Formal Stage 1 will be considered by an independent investigator appointed by the governing
board/Diocese/MAT. At the conclusion of their investigation, the independent investigator will
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provide a formal written response.
Formal tage 2 Review by Chair of Governors

IFthe complainant s unsatisied with the outcome of the complaint under Formal Stage 1 of this
‘Complaints Poicy, the complainant may write to the Clerk to the Governors asking for the
‘complaint 1o be reviewed by the Chair of Governors, within 10 working days of receiving the.
letter confirming the outcome following Forma Stage 1. The complainant should not repeat the
matters raised i thei originalltter or attach documentation already provided but should clearly
Set out how and why the Complainant does not accept the findings made under Formal Stage 1.

‘The complainant’s etter will e acknowledged within 5 working days of receipt. The
acknowledgement ltter willconfirm the date that the formal complaint was recelved, the action
10 be taken and the specified time limit.

The Chair of Governors will b provided with all documentation relating to the complaint within 5
‘working days of receipt of th leter requesting a review under Formal Stage 2, including the
record of the informal procedure (f applicabl], the original letter of complaint or Complaint
Form, any documentation provided by the complainant with their complaint, llinvestigation
records under Formal Stage 1, and the letter of outcome under Formal Stage 1. The Chair of
‘Governors will eview alof the documentation received and consider the matters rased in
complaint and the investgation carried out under Formal Stage 1. The Chair of Governors will
only speak to the persans involved inthe maters raised to clarify matters which were not
confirmed during the Formal Stage 1 investigation, f believed necessary.

‘The Chair of Governors willwrte to the complainant corfirming the outcome of the review within
twenty working days from the date that the request fo a review was received. The letter willset
out whether the Chairof Governors agrees with the findings and conlusion under Formal tage
1, and give reasons, as well s responding to any criticisms of the Formal tage 1 investigation

‘The letter willinform the complainant that, f they are unsatisfied with the outcome of the Formal
Stage 2 review, they should write o the Clerk o the Governors within 10 working days of receipt
of the letter requesting a Complaint Panel Hearing under Formal Stage 3 of this Complaints Poicy.

Formal tage 3 Panel Hearing

Ifthe complainant s dissatsfed with the outcome at Formal Stage 2 and wishes to take the
‘matter further, they can escalate the complaint to Formal Stage 3 - a meeting with  panel of
three members of the governing board convened for this purpose. This is the finalstage of the:
complaintprocedure.

A request to escalate to Formal Stage 3 must be made to the clerk o the governing board, via the
school ofice, within twenty school days of receipt of the Forma Stage 2 response. Requests.
received outside of this timeframe will only be considered if the clerk to the governing board,
having taken appropriate advice, considers that exceptional circumstances apply.

The dierk to the governing board willrecord the date the request to escalate the complaintis
received and acknowledge receipt in writng either by letter o emal) within five school days.

The dierk to the governing board willaim to convene a meeting of the governors’ complaints.
panel which s within twenty school days ofrecelpt o the Forma Stage 3 reques_. I this is not
possibie, the clerk wil provide an anticpated date and keep the complainant nformed.

The complants panel wil comprise at least three impartial governors with no prior involvement
s nc conpi g (b ety squmenL o e o s anc

Slthe academy. The complainant wil be Informed i acvance of the meeting of the membership
of the panel and asked whether they wish to raise any objections to individual members f

1
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bjections are raised the panel will iv them reasonable consideration.If te abilty of a panel
member to give the case a fai hearing s called nto question the reasons given will be considered
and that panel member may be replaced.

I there are fewer than three governors from this school availabe, the clerk to the governing
board, or the minute clrk for the hearing, willseek to source another governor within the Trust
o through another local school or academy, i order to make up the panel. Alternatively, an
entirely independent panel may be convened to hear the complaint at Formal Stage 3.

fthe complainant rejects the offer of three proposed dates, without good reason, the clerk o the.
Roverning board, o the minute clerk or the hearing, will decide when to hold the meeting, in
consultation with the governors’ panel. It will then proceed in the complainant's absence on the.
bass of written submissions from both partis.

A suitable venue must be provided for the meeting which includes separate waitng areas for the
two partes

Atleast ten school days before the meeting, the lerk o the governing board, o the minute clerk
for the hearing, will:

10,91 confirm and notify the complainant o the date, time and venue of the meeting, ensuring that
the dates are convenient 1o al paties and that the venue and proceedings are accessibl;

10.9.2. request copies from both parties of any further written materal o be subitted to the panel
atleast five school days before the meeting;

10,93, request that both parties provide names of any withesses to be called and the nature of the
‘evidence which they will be providin, at leastfive days in advance of the meeting. The panel
has the discretion not to admit a witness i they do not consider their evidence to be relevant
10 the complaint.

‘The complainant may bring someone with them to the panel meeting to provide support. This can
bea relative or friend. Other than in exceptional circumstances (a agreed in advance with the
governors’ panel) this should not be a legal representative. This companion will not have the right
t0 speak on the complainant’s behalt

1 school employee i caled a5 a witness n a complaints meeting, they may wish to be
Supported by a representative of thei rade union or another colleague. Any such representative
willbe present in a supportive capacity only and willnot be allowed 10 speak on the member of
Staffs behalf.

Minutes of the meeting will b taken by the cerk to the governing board, or a minute dlerk
appointed specificaly for the hearing by the governors’panel.

‘There will b o audio or visualrecording of the proceedings by any party unless a complainant's
‘own disabilty or individual needs require it. rior knowledge and consent of al paties attending.
‘must be sought before recordings of meetings or conversations take place. Consent wil be
recorded in any minutes taken. A copy of the minutes of the meeting, once approved by the
governors’ panel,willbe shared with all partes.

‘The panel will not normally accept, as evidence, recordings of conversations that were obained
covertly and without the informed consent of all parties being recorded.

The panel will not review any new complaints atthis stage or consider evidence unrelated to the
nital compaint o be included. New complaints must be dealt with from Formal Stage 1.of the
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procedure.
1036 The meeting wilbe held n private and proceedings wil be treated as confidential
1017, The meeting will ollow the process outined in AppendixC.

10.18.  The governors’panel will onsider the complaint and all the evidence presented. The panel can:
10181 uphold the complaint n wholeor in part
10182, dismiss the complant in whole orn part.
10183 Ifthe complaint s upheld in whale orn part the panelwil:
10184, decide onthe appropriate action to be taken to resolv the complaint

10185 where appropriate, recommend changes to the school's systems or procedures to
prevent similar issues in the future.

1019, The chair o the panel il provide the complainant and the Prinipal/Head/chair of governors.
(depending on who conducted Formal Stage 1) with a fullexplanation of the panef’ decision and
the reasons) for i, in witing, within five school days. The response will also detal any actions
taken to investigate the complaint and, where appropriate, wilinclude detais of actions the
school will take to esolve the complaint.

1020, The etter to the complainant will include details of how t0 contact the ESFA f they are.
dissatsfied with the way their complaint has been handied by the school.

1L Nextsteps

111 Ifthe complainant believes the school did not handie their complaint n accordance with this
‘complaints procedure or it acted unlawfull or unreasonably i the exercise of s duties under
education law, they can contact the Education & Skis Funding Agency (ESFA) after they have
‘completed Formal stage 3.

112 The ESFA il not reinvestigat the substance of complaints generall, o overturn any decisions
‘made by the school. They will consider whether the school has adhered to education legisation
and any satutory policies connected with the complaint

113 The complainant can refer their complait to the ESFA online at:

. rome feducation-and.skil-funci fabout/complaints.
orocedure,

orby writing to:

E5FA~ Academies Complaint and Customer Insight Unit
Cheylesmore House
Quinton Road

Coventry
cviawr




