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COMPLAINTS pPoLICY
"m,H teachers expzct the best | can be, but in return the hest qf them | see.”

Who can make a,cam.pl,a.mt?

This complamts promdure is not limited to parents or carers of children that are
registered at the school. Any person, including members of the public, may make a
complaint to- St /V\a,ry’s Church of England School, Truro, about any provision of
facilities or services that we provide. Unless complaints are dealt with under separnte
statutory Io,romdurzs (such as aplozals retat’mg to-exclusions or admissions), we will

use this comp[amts pmtedure.

St /\/\ary’s Church of England School, Truro, is committed. to dealing with all complaints
fairly and impartially, and toproviding a high quality service to-those who complain.
We will not normally limit the contact complainants have with our schoot. However, we
donot expect our staff totolerate unacceptable behaviour and will take action to- protect
staff from that behaviour, LrLcLu,d,Lng that which is abusive, offensive or thrza,tenmg.

Wwdgﬁcmncebztwwracmmandacowwla.mt

A concern may be defined as ‘an expression o worry or-doubt over-an (ssue considered
lobe important for which reassurances are falfg/u‘.'

A comlo,Lamt may he d;afmd as an expression o a’l;;az‘d.fact[an however made, about
actions taken ora lack of action.

It is in Qvaryonz's inferest that concerns and complaints are resotved at the earliest
possible stage. Many issues can be resotved informally, without the need to- use the
formal stages of the complaints procedure. St /V\ary’s Church of Eng[cmd School takes
concerns seriously and will make every effort to- resolve the matter as quickly as
possible.

If you have difficulty discussing a concern with a particular member of staff, we will
respect your views. In these cases, Mrs Nicola Broy, Headteacher, will refer you to
another staff member. Similarly, if the member of staff directly involved feels unable tor
deal with a concern, Mrs Bray will refer you to- another staff member. The member of
staff may be more senior but does not have tobe. The ahility to-consider the concern
otjectively and impartially is more important.



We understand however, that there are otcasions when pzoplz would like to raise their
CONCems fomaLLH. In this case, St /V\ary 's Church of Englarui School will attempt to
resolve the issue LntemaLLH, thmugh the stages outlined within this cmn,al,a,mts

Io,rocedu,re.

How to- raise a concern or make a compta.u»t

A concern or compLaLrLt can he made in person, in writing or by belzp,hom. 77&5 may
also be made bH a third Iaarty o,cthg on bp,haéf of a comIaLaLrw,rLt, as Long as t/wy have
ap,proprw,te consent to-do so-.

Concerns should he raised with either the class teacher or headteacher. [f the issue
remains unresotved, the next stela s to make a forma[ comlala,mt in wntmg

CmanaLrLants should not aplamuch individual governors to” raise concerns or
complamts. Wy have no power to-act on an individual basis and it may also prevent
them from consLdzrtng comlo,Lamts at Stage 2 of the Iarvcedure.

CompLa,Ln,ts against schoot staff ( except the headteacher) should be made in the first
instance, to Mrs Nicola Bray, Headteacher via the school office. Please mark them as
Private and Confidential.

CmanaLrLts that involve or are about the headteacher should be addressed to MrWilliam
Rotinson (the Chair of Governors), via the school office. Please mark them as Private
and Conftd;mttal.

CompLaLrLts about the Chair of Governors, any individual governor or the whole
governing b,ady should he addressed to Mrs Laura CaLcruft (the Clerk to the Gmmmg
Body ) via the school office. Please mark them as Private and Confidential.

For ease of use, a to,m/aLaip, cmnlo,LaLrLt form is included at the end of this promdura. /f
you require he[lo, in comp[@tmg the form, plza,se contact the school office. You can also
ask third party organisations like the Citizens Advice to hz[,a you.

In accordance with eq/uauty law, we will consider ma/cmg reasonahle acgiustmnts if
reguimd, to-enahle cmnlalamants to- access and comlalp,te this comp[amts Iarotedure. For
instance, ,ar'owdmg Lnfownat’wn in alternative fo-rm,ats, asstst‘mg com,aLaLnants in raising

a fo-rmo,L complo,mt or hoidmg rruz,Qthgs in accessihle locations.



Anmym,aus com,atcu’nts
We will not rwma,LLy anzstigo,te anonymous com,lalamts. However, the headteacher or
Chair of Governors, if appropriate, will determine whether the comp[a'm,t warrants an

anestlgat’wn.
Time scales

You must raise the compLaLnt within three months of the incident or, where a series of
assotiated incidents have occurred, within three months of the last of these incidents.
We will consider comIaLaLrLts made outside of this time frame if excepttona[

circumstances apply.

Complaints received outside of term time

We will consider complaints made outside of term time to have been received on the first
schootl day after the hotiday period.

Scope of this Complaints Procedure

This Iaromdu,re covers all compLaLnts about any provision of community facilities or

services by St /V\ary 's Church of Enchmd, School, other than comlo,La,'m,ts that are dealt
with under other statutory protedu,rzs, anludmg those listed helow-

Exoepti,ms Who to- contact
e Admissions to schools Concerns abhout admissions, statutmy assessments

. Statutovy assessments of of Spo,ci,at Educational Needs, or school re-
Slaec‘wzl Educational Needs organisation ,aropo*sals should be ruised with

e School ro,—orgamsatwn Cornwull Council.
propo*sals

o Matters LL/@L&/ to- require a ComIaLaLnts about child protection matters are
Child Protection handled under our child protection and
/nvv,stiga,t'wn safeguard,Lng ,Qo{LcH and. in accordance with

relevant statutory 9uLda,rch.

If you have serious concerns, you may wish to-
contact the local authority designated officer
(LADO) who has local responsibility for
safeguardmg or the /\/\uLtL-AgerLcH Referral Unit
(MARU):

e LADO on 01872 326536




o MARU on 0300 1231 116

o FExclusion of children from
schoolx

Further Lnfomatwn ahout raising concerns ahout

exclusion can he found at: www- gov. uk/school -

discipline-exclusions/exclusions.
T

C077770/a;l/7,f5 about the a;ga/lca,z‘zan q" the beraviour

poticy can be made through the schools

C077770/a;l/7,f5 /a/vtea’ure.

o Whis t&b[awing

We have an internal thst[ebLowing pmtedure for
all our employees, Ln,cLu,dLng temlaorary staff and

contractors.

The Secrztary of State for Education is the
p,rescn‘bzd person for matters reLa,thg to- education

for whistleblowers in education who do not want

to- raise matters direct with their lealoyeri
Refemlls can be made at:

www-education. qov. uk/contactus.

Volunteer staff who have concerns abhout our
school should complain through the school's

comp[amts Iarotedure. You may also be ahkle to

com,alam direct to the LA or the Delaartmnt for
Education (see link above), dzpzerLng on the
substance of your complamt.

e« S taff grievances

ComIaLaLnts from staff will be dealt with under
the school's internal grievance Iarcrcedurzs.

e« S taff conduct

ComIaLaLnts about staff will be dealt with under
the school's internal dLschLLrquy protedures, if

aplamprtate.

Complainants will not be informed of any
disciplinary action taken against a staff member
as a result of a complaint. However, the
complainant will he notified that the matter is
being addressed.



http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.education.gov.uk/contactus

o Complaints about services | Providers should have their own complaints
prow;dzd by other Iarotedure to- deal with comIaLaLrLts ahout service.
providers who may use Plea.se contact them direct.
schoot premises or facilities

e National Curriculum - Plea.se contact the Do,p,artmp,nt for Education at:

content www-education. gov. uk/contactus

If other hodies are investigating aspects of the complaint, forexample the potice, local
authority (LA) safequarding teams or Tribunals, this may impact on our ahility to-
adhere to- the timescales within this procedure or result in the procedure being
suspended until those public bodies have completed their investigations.

If a compla,ma,nt cCommences lzgal action against St /V\ary'S Church of Englom,d, School in
relation to their comIaLaLrLt, we will consider whether to su,spen,d the comlo,LaLrLts
Io,rocedure in relation to their compLa,LrLt until those lzga[ pmmd,mgs have concluded.

Resoiving compla,mts
At each stage in the protedurz, St /V\ary's Church of Englarut School wants to resoive the

complaint. If appropriate, we will acknowledge that the complaint is upheld in whole or
in part. In addition, we may offer one or more of the foﬂawing:

o an explanation

e an admission that the situation could have heen handled chffo,rQrLtLH or better

e an assurance that we will try to-ensure the event compLaLrwi of will not recur

e an o,xlo,La,nthLon of the steps that have heen or will he taken to /vzlp ensure that it
will not /w.p,wzn again and an indication of the timescales within which any
changes will be made

e an und;zrta,/cmg to- review- school IaoiLcLo,s in L(ght of the comlaLaLn,t

e an ap,crlogy.
Withdrawal of a Cam,ol,a,int
/f a comIaLaLrLant wants to withdraw- their complamt, we will ask them to conftrm this in
Wntmg
Dupli,ca,ba Cmnplamts
Should the school receive a dulo,LLcatQ compLaLnt after cLo*sLng a com,o,LaLrLt at the end af
the compLaLrLts protedu,rz, the school will:


http://www.education.gov.uk/contactus

e Ensure not to- overlook any aspect to the complamt that nght not have prekusiy
heen considered. Ensure these are Ln,vesttgated and dealt with tothe full extent of
the compLaLnts promdu,re.

e If the comp[amt is about the same subj'ect, the schoot will inform the new
compta,Lrw,rLt that the school has aLrQo,dH considered. that com,oLaLrLt and. the local

protess s com,a[etz.

e [he school will advise the new- com,a[a'mant to- contact the dp,lo,a,rtmnt gc t/wy are
dissatisfied with the school's handling of the original complaint.

CtrmeJ,a,Ln,t Campa,igns
Occa,sLonaLLH, schoots may become the focus of a campaign, and may receive La.rge

volumes of comp[a,tn,ts that could all be hased on the same 5ubject. In this case, the
school will take the foi&rwmg actions:

e Send a &mpla& response to all compLaLants.

. /nvesttgate IaubLLsthg a sLn,glz response on the school wehsite.



Compl,a.mts Procedure

Sl:age, |

Formal comlala,mts must be made to the headteacher (unless thzy are about the
headteacher), via the school office. This may be done in person, in writing ( preferably
on the Complaint f orm), or by telephone.

The headteacher will record the date the complamt is received and will ac/crwwiedge
receipt of the complaint in writing (either by letter oremail) within five school days.

Within this response, the headteacher will seek to cLanfy the nature of the com,a[amt,
ask what remains unresolved and what outcome the comIaLa,Lrw,rLt would like to see. The

headteacher can consider whether a face to face meeting is the most appropriate way of
doing this.

Note: The /zeaa’z‘eac/ze/'/nay a’e/eycu‘e the investigation tr another member of the schoot. 5
sentor /eaa’ef:f/zga leam but not the decision lobe laken.

Du,ri,ng the investigation, the headteacher (or anzsti,gatm') will:

e if necessary, interview: those involved in the matter and/or those comp[a‘cnzd of,
allowing them to he accmnlaa,mzd gc thp,y wish

. /c@ep a writken record, of any methgs/ interviews in relation to their anzstigat‘wn.

At the conclusion of their anv,stigo,ti,on, the headteacher will Iarcrvzdz a formal written
response within ten school d,a,&/s of the date of receipt of the complamt.

/f the headteacher is unahble to- meet this deadline, th,ey will prcrvidz the compLaLrw,nt
with an u/ad.a.to, and. revised response date.

The response will detail any actions taken to- investigate the complaint and provide a
full exlalamtwn of the decision made and the reason(s) forit. Where appropriate, it
will include details of actions St /V\ary’s Church of England School will take to- resolve
the complaint.

The headteacher will advise the compLaLrLant of how- to-escalate their comlo,tamt should
tfuay remain dLssathfLed with the outcome of Stage .



If the complamt is about the headteacher, or a member of the governing body ( Ln,cludtng
the Chair or Vice-Chair), a suLtabLH skilled governor will he a,ppomto,d, tor complzto, all
the actions at Stage I.

ComlaLaLntS about the headteacher or memhber qf the governing body must be made to the
Clerk, via the school offl;ce.

If the comp[amt is:
o J omtly about the Chair and Vice Chair or

o the entire governing body or
o the maj‘on'ty of the governing b,ody

Stage I will be considered by an Lndzpendxznt investigator appomted by the governing
body or the Diocese of Truro (01872 274:351). At the conclusion of their investigation, the
Lndzpzndent investigator will Iarowdz a formal written response.

Stage 2

/f the compLaLant is cLLssathfw,cL with the outcome at Stage I and wishes to take the
matter further, thzy can escalate the comp[amt to Sta.ge 2 -a meeting with members of
the governing b,ody’s complamts committee, which will be fo*rmp,d of the fLrst three,
Lm,laartLaL, governors available. This is the fLrLaL 5tago, of the comIaLamts Iarotedurz.

A request to- escalate to Stage 2 must he made to the Clerk, via the school office, within
ten school d,ays of receipt of the Stage | response.

The Clerk will record the date the com,o,LaLn,t is received and a,c/mmN‘dege receipt of the
compLaLrLt in writing (either by letter or email) within ten school da,ys.

Req,uests received outside of this time frame will on[y be considered if except‘wnal
circumstances a,,aply.

The Clerk will write to the comp,tamant to- inform them of the date of the mmt’mg. WH
will aim to convene a mthng within fifteen school d,ays of receipt of the Stago, 2
request. /f this is not Io,(TssLbLQ, the Clerk will Io,m'vide an arLthLp,abzd date and /ozep the

complo,tmmt Lnforrmd.

[f the comlala,mant rojo,cts the offer of three lo,ropﬂso,d dates, without 9ovd reason, the

Clerk will decide when to hold the meeting. It will then Iamt@ed in the comp[amant's
ahsence on the hasis of written submissions from hoth parties.



The complaints committee will consist of at least three governors with no prior
involvement or knowledge of the complaint. Prior to- the meeting, they will decide
amongst themselves who will act as the Chair of the Comp[,o,mts Committee. [f there are
fewer than three governors from St /V\ary's Church of England School avuilable, the
Clerk will source any additional, Lndz,o)zndznt governors through another lotal school or
through their LA’s Governor Services team, in order to- make up the committee.
ALtematLveLy, an QthLFQLH Lndp,,ozndznt committee may be convened to- hear the compLa,LrLt
at Stage 2.

The committee will decide whether to- deal with the cmn,alamt by Lerithg Iaa,rtl,es toa
meeting or through written representations, but in ma/cmg their decision thzy will be

sensitive to the complamant's need.s.

If the complainant is invited to-attend the meeting, they may hring someone along to-
Io,rm/ide support. This can be a relative or friend. Go,rw,ratty, we do not encouruge either
party to-bring legal representatives to-the committee meeting. However, there may be
occasions when legal representation is appropriate.

For instance, gc a school emlalayee is called as a witness in a compLaLn,t m,QQthg, thzy
may wish to he sulo,pm‘ted by wnion and/or lzga[ representation.

Note. Cam/Q/amz‘j about 5@7 conduct will not fe/ze/u/{y be handled under this
cmw/amz‘j /am'cea’afe. Cbm/a/ama/za‘f will be advised that any staff conduct com/Q/amtj

will be considered under staff a’wcéa/ma/}/ /amtedmf, Vd appropriate, but oulcomes will
not be shared with them.

Re,aresenta,ttvzs from the media are not ,ozrmtttzd to attend.

At least ten school d,a,&/s bp,fom the mmt’mg, the Clerk will:

e confirm and rwtgcy the compla,mant of the date, time and venue of the meeting,
ensuring that, if the cmnp[a,mﬂ,nt is invited, the dates are convenient toall parties
and that the venue and proteedmgs are accessible

o request copies of any furthzr written material to he submitted to the committee at
least ten school d,o.ys bzfm the mmt‘mg.

Any writlen material will be circulated to-all parties at least five school days before the
date of the meeting. The committee will not normally accept, as evidence, recmdtngs of
conversations that were obtained covertly and without the informed consent of all
parties being recorded.

The committee will also not review- any new comlalamts at this stage or consider
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evidence unrelated to the initial camplamt to- be included. New~ complamts must be dealt
with from Stage | of the protedu,re.

The meeting will be held in private. Electronic reconi‘mgs of meetings ot conversations
are not nmrwl[y Io,ermLtted unless a cmplamcmt's own d,Lso,bLLLty or spec'wl need.s
require it. Prior /cnow{zdge and consent of all parties atterbdéng must he sought hefore

mettngs or conversations take Io,[ace. Consent will he recorded. in any minutes taken.

The committee will consider the comlalamt and all the evidence presented. The committee

can:
. up/wid the comp[amt in whole or in part
o dismiss the com,ala,mt in whote orin ,o,a,rt.
If the comptamt is LLp/wLoL in whole or in part, the committee will:

o decide on the appropriate action to- he taken to resoive the complamt
e where appropriate, recommend. changes to the school's sy stems orprocedures to

prevo,nt similar issues in the future.

The Chair of the Committee will Iarow‘dz the compLaLnant and St /V\a,n:/'s Church of
Eng[cmd School with a full Qxlo,ta,natm of their decision and the reason(s) forit, in
Wntmg within ten school d,a,ys.

The letter to the comlalamant will include details of how- to- contact the Departmnt for
Education if thzy are dissatisfied with the woy their comp[a'm,t has heen handled by St
/\/\ary's Church of Eng[arui Schoot.

If the complaint is:
e jointly about the Chair and Vice Chair or
o the entire governing hody or
o the majority of the governing hody
Stage 2 will be heard by a commitiee of independent governors.

The response will detail any actions taken to-investigate the complaint and provide a
full explanation of the decision made and the reason(s) for it. Where appropriate, it
will include details of actions St /V\a,ry’s Church of England School will take to- resolve
the complaint.
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The response will also advise the compLaLrLarLt of how toescalate their cmplatnt should
th,ey remain dLssathfLed.

Unreasonahle Compta,i,nts

St /V\ary’s Church of Eng[and School, Truro, defines unreasonable behaviour as that
which hinders our consideration of com,aLa'mts hecause of the frzq/u;zncy or nature of

the compta,mant’s contact with the school, such as, g‘: the compLo,LnarLt:
. refuses to- articulate their cmn,o,tamt or slaecgcy the gmnds of a cmnp[amt or the
outcomes sought bi‘/ raising the comlo,LaLrLt, dzsp,Lte offers of assistance
. refuses to co-operate with the complamts anestlgatwn protess

e refuses to accept that certain issues are not within the scope of the compLaLrLts
proto,du,re

e insists on the compLaLrLt bzcng dealt with in woys which are anompatLblz with the
comlala,mts Iarm:edure or with 9ovd practice
e introduces trivial or irrelevant Lnformat'wn which thp,y expect to- be taken into

account and commented. on

o raises La,rge numhbers of detailed but unimportant questions, and, insists t/w,H are
fuLLH answered, often medtately and to their own timescales

o makes unj usthich comp,LaLnts about staff who are trymg to- deal with the issues,
and seeks to- have them replaced

. c/umges the basis of the compla,mt as the mvestigatwn Io,roto,o,ds

. repeatedly makes the same compLaLnt ( dzsp'uﬁe previous investigations or responses
concLuoLLng that the compLa,LrLt is 9rcrund1255 or has heen addressed)

o refuses to accept the f'md,mgs of the anestigatwn into that comlo,LaLrLt where the
school's complaint procedure has heen fully and properly implemented and
comlaLo,b?,d LrLcLud,Lng ro,fo,m:LL to the Delaartmznt for Education

o seeks an unrealistic outcome

o makes excessive demands on school time /%l freq/up,nt, bzngthy and comIaLLca,fp.d
contact with staff regardLng the complo,mt in person, in writing, by email and by
telzphom while the comp[a.mt is bp,Lng dealt with

uses threats to intimidate
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e uses abusive, offensive ordLscrianatOTy Lcmguage or viotence
. /crwwingly Iamvv;des fa[stf'w,d, Lnfo-rmatton

. pubLLshzs Lm,a,cceptablz information on social media or other pub[Lc forums.

Com,ala,tnants should try to limit their communication with the school that relates to
their complaint, while the complaint is being progressed. It is not helpful if repeated
comslaondznce is sent (either by letter, /ohoma email or text), as it could dzlay the
outcome heing reached.

Whenever po*sstblz, the headteacher o Chair of Governors will discuss any concerns
with the complainant informally before applying an ‘unreasonable ’markmg.

If the behaviour continues, the headieacher will write to-the complainant explaining that
their behaviour is unreasonahble and ask them to c/w,ngo, it. For complainants who
excessively contact St /V\a,ry’s Church of England School, Truro, causing a significant
level of disruption, we may specify methods of communication and limit the number of

contacts in @ communication Io,LarL. This will be reviewed ofter six months.

In response to-any serious incident of aggression or violence, we will med‘w,tely
Lnfmm the /aoiLce and communicate our actions in Wntmg This may include b,a,mng an
individual from St /V\a,ry’s Church of Englcmd School, Truro.

Next szfzs

/f the cmnp[a,ma,nt helieves the school did not handle their comp[amt in accordance with
the Iaub&;s/wd, comlalamts Io,rm:o,dure or thzy acted un[awfu,dg or unreasanabl&/ in the
exercise of their duties under education law:, thzy can contact the Depaftmnt for
Education after tfw,y have com,a&ted Stage 2.

The Department for Education will not normally reinvestigate the substance of
complaints or overtumn any decisions made by St /V\a,ry’s Church of England Schoot.
They will consider whether St Mary s Church of England School has adhered tor
education legislation and any statutory poticies connected with the complaint.

The compLaLn,o,rLt can refer their com,o,tamt to the De,aa,rtmznt for Education online at:
www-education. gov. uk/contactus, by &L@phm on: 0370 000 2288 orby writing to~

Department for Education
Piccadilly Gate

Store Street

Manchester
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Compta,i.nt Form
Please complete and return to- Mrs Nicola Bray (Headteacher) /| MrWilliam Rohinson

(Chair of Governors / Mrs Laura Calcraft (Clerk to-the Governors) (delete as
alapropriate) who will ac/crwwizd,ge receipt and exp[a‘m, what action will be taken.

Your name:

Pu,pi,l,'s name ( if relevant):

Your relationship to- the pupil (if relevant):

Address:

Postcode:

Day time &Leplw'n.e number:

Ew.nMg ta&,ahnnznumb,eh

15



Plea.se give details of your compla,mt, anLu,d.Lng wfw,tfw-yw have slu,(rkm to-
a.nyb.ad.y at the school about it.

What actions d,tryoufezl, might resolve the pro'bLQm at this sta,ge?

16



Are you a,tta,chl:ng any pape,rwvﬂc? If so, plza.se, give details.

Signu,tu,re:

Date:

Official use

Date a,ckrwwie,dge,mn,t sent:

By who~

Complaint referred to-

Date:

17



Roles and Responsibilities

Complainant

The complainant will receive a more effective response tothe complaint if they:
o explain the complaint in full as early as possible
o co-operute with the school in seeking a solution to-the complaint

. reslo,ond promptly to” reque sts for information or meetings or in agreeing the details
of the compLa,Ln,t

e ask for assistance as needed
o treat all those involved in the complaint with respect
o refruin from publicising the details of their complaint on sotial media and respect
confidentiality.
Investigator

The anutLga,tor’s rote is to-establish the facts relevant to the comp[amt b,y.‘
. Io,row;di,ng a cmn,aro,h,(ms:;ve, open, transparent and fcu;r consideration of the
compLaLrLt thmugh:
o sensitive and t/wmgh Lnterw‘;zwtng of the compLa,Lnﬂ,nt to-estahblish what has
happen,ed and who has heen involved

o Ln,to,rvip,wmg staff and children/ young pp,op& and, other Iozoplp, relevant to the
com,alamt
o consideration of records and other relevant information

o a,rwi&/ sing mfmmat'wn

. LLaLsLng with the cmnpla,m(mt and the compla,mts co-ordinator as appropriate to-
cLarL'fH what the cmplamcmt fo,ols would put th'mgs rtght.

The investigator should.:

o conduct interviews with an open mind and he laro,lo,a.red to- persist in the
q/uestton'mg

. /@Qp notes of interviews or arrange fOT an Lndz,aendznt note taker to record minutes
of the mzethg

e ensure that any papers Iaroduced dun;ng the mvv,stLgatLon are /celo,t secu,rraly

18



pznd'mg any appaa[
e he mindful of the timescales to*ro,sp,ond,
* prepare a cmpmhznstve rzp,ort for the headteacher or com,ala,mts committee that

sets out the facts, Ldzn,t‘cftes solutions and recommends courses of action to resolve

Io,rohlp,ms .

The headteacher or com,a/a'mts committee will then determine whether to ula/wid or
dismiss the compla‘mt and communicate that decision to the comlala‘mant, pmw;dmg
the ap,aroprtabe escalation details.

ComeJ,a,mts Co-ordinator (Mrs Nicola Bra.y, Headteacher)
The compLaLrLts co-ordinator should:

e ensure that the cmnplama,nt is fu[[y updated at each stage of the Io,rotedure

o liaise with sta,ff memhbers, headteacher, C/w,u"qf Governors, Clerk and LAs ( gc
approprwte) to-ensure the smooth running of the comp[a‘mts Iarotedu,re
e he awure of iSsues mgardmg :
o sharing third party information
o additional support. This may he needed by comlo,LaLrLarLts when ma/ctng a
com,ala,mt anludmg inferpretation support or where the comlo,[amant is a child
o young person
. /c@ep record.s.

Clerk to the Go'vv,mwg Bad.y

The Clerk is the contact point for the cmplaLnarLt and. the committee and should:

o ensure that all people involved in the complaint procedure are aware of their legal
mghts and duties, LrLcLudLng any under //szsla,tLon mlatmg to- school complaints,
education law, the Equality Act 2010, the Freedom of Information Act 2000, the
Data Protection Act (DPA) 2018 and the General Data Protection Regula,twns (GDPR)

o set the date, time and venue of the mzettng, ensuring that the dates are convenient
to- all parties (if they are invited to- attend) and that the venue and Iaromd'mgs are

accessible

o collate any written material relevant to the comlala,'cn,t (for exam,alz; stage |
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p,aperwmk, school and compéama,nt submissions) and. send it to the parties in
advance of the meeting within an agro,o,d timescale

e record, the Iaromed'mgs
e circulate the minutes of the meeting
. rwtg‘:y all partbzs of the committee's decision.

Committee Chair

The committee's chair, who is nominated in advance qf the compto,mt rrmt’mg, should

ensure that:

e hoth parties are asked (via the Clerk) to Iarcrvidz any additional information
rQLathg to the comp[a,'mt b,y a spzctfizd, date in advance of the mmtl;ng

o the mmtmg is conducted in an Lnfmma[ manner, is not adversarial, and that, gc
all parties are invited to attend, everyone is treated with respect and courtesy

. complatnants who may not be wsed to sp;aa,/d,ng at such a mmt’mg are put at ease.
This is Iaarttculariy important if the cmpla‘m,cmt is a child/ young person

o the remit of the committee is QxIaLaLrw,d to the compLaLant

o written material is seen by everyone in attendance, prcrvtdzd it does not hreach
cmedxthaLLty or any individual's n’ghts to- privacy under the DPA 2018 or GDPR.

[f a new- issue arises it would he u,soful to- give everyone the opportunity to
consider and, comment upon it; this may require a short a.cg ournment of the
mmti,ng

e hoth the com,ala,m(mt and the school are given the opportunity to make their case
and seek cLa,rLtH, either thmugh written submissions ahead. of the mmti,ng or
verbally in the meeting itself

o the issues are addressed
. /cey fLerLngs of fact are made
o the committee is opp,n,-mmd,o,d. and. acts Lndzpendznt[y

e no memher of the committee has an external interest in the outcome of the
Iarm:o,o,dmgs o any involvement in an earlier stage of the Iaromdum

o the meeting is minuted
. thzy liaise with the Clerk (and com,alamts co-ordinator, if the school has one).
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Comm.ittee Member

Committee memhers should he aware that:
o the meeting must he Lndzp,endznt and Lm,aartLaL, and should be seen to he so
No governor may sit on the committee g‘: thzy have had a prior involvement in the

compLaLn,t or in the circumstances surrourwl'mg it.

e the aim of the meeting should be to resolve the compLaLrLt and achieve
reconciliation between the school and the cmnlatatrw,nt

We recognise that the com,a[amcmt nght not be satisfied with the outcome if the
mmt'mg does not fLer in their fo,vvw“. It may onLH be IaassLbLe to-establish the facts
and make recommendations.

¢ many comlo,LaLrw,rLts will fe@l nervous and inhibited in a fmmaL setttng

Parents/carers often fee[ emotional when dLscussLng an issue that affects their
child.

e oxtro care needs to he taken when the comlalaLant is a child/ young person and,
present dun‘ng all or part of the meeting

Ca,ro,ful consideration of the atmo*sla/w,rz and ,o,rm;%dmgs should ensure that the
child/ young person does not feel intimidated.

The committee should respect the views of the child/ young person and give them
eq,u,al consideration to those of adults.

/f the child/ young persomn is the comp[a,tnant, the committee should ask in advance
if any support is needed to-help them present their complaint. Where the

child/ young pzr’son's parent is the complainant, the committee should give the
Io,a,ro,n,t the op,amtu,n,LtH to say which Iaa,rts of the mthng, j any, the child/ young
person needs to- attend.

However, the parent should be advised that agreement might not always he
possible if the parent wishes the child/ young person to-attend a part of the
mmti,ng that the committee considers is not in the child/ young parson’s he st

interests.

o the welfare of the child/ young person is Io,aramount.

This fwttcy will be reviewed armuaLLy.
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