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Dealing with Complaints Toolkit and Policy
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Summary

Part | establishes the key roles and responsibilities in dealing with complaints about schools.

Part Il — Dealing with complaints about schools sets out key principles and practice in dealing
with concerns or complaints from parents, carers or otherlegal representatives of children, and with
complaints from the wider community.

Part Ill — Model school complaints procedure sets out a model procedure covering all the
stages, from informal, pre-complaint discussions to final review by the Secretary of State for
Education.

Part IV gives furtherguidance, including material based on the previous version of our guidance on
handling complaints, which was published in April 2002, as well as new material on how to conduct
an investigation. There is also additional guidance on involving the stakeholders in your learning
community, especially parents, neighbours and other stakeholders, and dealing with complaints in
the context of extended schools, children’s services and third-party service providers.

Model policies, procedures and letters that you might wish to adapt for use in your school are also
included as additional support materials.

Recommendation

Governors are requested to read this policy, consider its content and approve its adoption.

Itis recommended for review in 2 years.
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Introduction

Most schools have adopted the model guidance as set out in the original Dealing with Complaints
About Schools published in 2002. Since then, the local authority has built up a wealth of practical
experience and taken on board comments and views from teachers, governors, parents, trade
unions and Local Authority (LA) colleagues, to produce what we hope is a clearer, easier-to-use

Annexe B Model school complaints procedure........cccccovverrrennnees 29
Annexe CSchool complaints recording form.........ccocvvvvvvvvrerine. 35
Annexe DModel complaint closure letter —stage 1........ccccuu.... 37
Annexe EModel complaint closure letter —stage 2.......ccccueuu.e. 38
Appendix A Complaints which are subject to statutory procedures. 39

toolkit that schools will find useful.
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Part | establishes the key roles and responsibilities in dealing with complaints about schools.

Part Il — Dealing with complaints about schools sets out key principles and practice in dealing
with concerns or complaints from parents, carers or otherlegal representatives of children, and with
complaints from the wider community.

Part Il = Model school complaints procedure sets out a model procedure covering all the
stages, from informal, pre-complaint discussions to final review by the Secretary of State for
Education.

Part IV gives further guidance, including material based on the previous version of our guidance on
handling complaints, which was published in April 2002, as well as new material on how to conduct
an investigation. There is also additional guidance on involving the stakeholders in your learning
community, especially parents, neighbours and other stakeholders, and dealing with complaints in
the context of extended schools, children’s services and third-party service providers.

Model policies, procedures and letters that you might wish to adapt for use in your school are also
included as additional support materials.

If you have any enquiries or questionsabout the toolkit, please contact the customer relations service
on 0113 39 50310, by email at feedback.childrens@leeds.gov.uk orin writing to:

Customer Relations
PO Box 837

Leeds

LS19pPZ

Part | — roles and responsibilities

1.1 Every well governed and wellmanaged school will from time to time have to deal with
complaints from parents, school neighbours and others. Teachersand governors will
know that most parental concerns and complaints are resolved informally by school
staff. Relatively few complaints lead to a formal process, but where they do, the
governing body must ensure that proper procedures are in place, are publicised,
understood and followed.

1.2. From 1 September 2003 governing bodies of all maintained schools and maintained
nursery schoolsin England, have beenrequired to have in place a procedure to deal
with complaints relating to the school and to any community facilities or services that
the school provides.


mailto:feedback.childrens@leeds.gov.uk
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Key responsibilities

1.3.

1.4.

1.5.

1.6.

1.7.

1.8.

1.9.

1.10.

The Headteacher isresponsible for making operational decisions on a daily basis about
the school’sinternal management and organisation. The school should make it
clearthat parentsand others should direct concerns or complaints to the head teacher
in most circumstances.

The governing body has overall responsibility forthe school and for ensuring that all
pupils receivean appropriate and high standard of education. Given that school sites
are now becoming places of service provision, itisimportant that the governing
body ensures that any third party providers offering community facilities or services
through the school premises, have theirown complaints procedure in place.

There are regulations that prescribe the role of governorsin dealing with complaints. In
general, the need to maintain astrategicoverview, ratherthan a day-to-day operational
involvement, is paramount, asis the need to provide an objectiveapproachinthe
interest of the whole school community, ie. parents as well as staff.

Parent and staff governors in particularshould not be drawn into the detail of specific
complaints asthis may prejudice theirrole inany further stages of the complaints
procedure. However, they can help torefer more general concerns about school policy
to the Headteacher and the governing body.

Since the implementation of section 45 of the Education Act 2011, on 1 August 2012,
the LA no longer has any power or duty to intervene in school complaints.

Parents and other complainants will be advised that if they contact the LA, they will be
referred back to the school and all details will be recorded and passed on to the head
teacher or chair of governors.

However, under the schools improvement policy, the LA has a responsibility to
‘monitor information about all schools, with particular emphasis on identifying
strengths, areas for improvement and progress in order to support, challenge and
validate a school’s self-evaluation’. In this respect, the LA needs to monitor the
frequency and nature of complaints being brought to the governing body at stage two
of the formal complaints procedure.

The LA will provide advice, guidance and support to schools dealing with
complaints at any stage. Please contact:

Customer Relations
PO Box 837

Leeds LS19PZ
Phone: 0113 395 0310

e-mail: feedback.childrens@leeds.gov.uk

Who can complain?
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1.11.

This model procedure applies to complaints made by:
e parents of pupils currently or recently (within three months) at the school;

e people who either have 'parental responsibility' for a pupil or who care for them,
but are not the pupil's parents;

e pupils aged 18 years or over; and
e third parties concerned about action (or lack of action) taken by schools.

Types of complaints covered by the school complaints procedure

1.12.

This practical toolkitisagood practice guide, that will apply to most general complaints
received by schools. The complaint could be about the way the school is run or about
the way a school policy has beenimplemented. Most will be about decisions that affect
pupils at the school.

Types of complaints NOT covered by the school complaints procedure

1.13.

Itisnot intended to cover those matters for which there is a specific statutory process
to object, complain or appeal for example child abuse, staff discipline,

special needs assessments, school admissions or exclusions (Appendix A lists the types
of statutory processes and separate procedures that apply). From 1 August 2012, the
duty on local authorities to consider complaints regarding the national curriculum and
religious worship, has been removed.

What is the difference between a complaint and a formal disciplinary procedure?

1.14.

1.15.

1.16.

1.17.

A complaint is distinct from any formal disciplinary procedure. Staff who may be

guestioned as part of a complaints procedure must be treated fairly and have an

opportunity to put their case. They should be offered support before responding to
any investigation into a complaint.

General complaints may involve members of staff, but any investigation into such a
complaint should be seen as very distinct from the disciplinary process. General
complaints should be treated as complaints against the school, unless serious
allegations of misconduct are made, in which case advice should be sought from
the school’s personnel officer at the LA.

Ifit becomes apparent that the complaint has the potential to be a disciplinaryissue or
if the complaintis againstany member of staff, itis for the head teacher or designated
seniormember of staff or, in the case of the headteacher, the chairof governors
or designated governor, to determineifitisa disciplinary or capability matter.

If this isthe case, the matterwill be dealt with by followingthe appropriate (disciplinary

or capability) procedure and the complainant will be notified that this is the
outcome of their complaint,i.e. ‘The matterhas beenreferred to the appropriate
procedure.’
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Part Il — dealing with complaints about schools

Complaints policy

2.1

2.2

Schools should have a complaints policy that is a summary of the approach the school
takes to handling concerns and complaints. This should not be confused with asetof
complaints procedures, which prescribe the steps to be taken in handling complaints.

A school’s complaints policy statement should:
e Be easily accessible and publicised (for example, within your school prospectus);

e Be a concise statement of how your school deals with concerns and complaints,
whetherfromparents or otherlegal representatives of your pupils, or from members
of the community.

Complaints procedures

2.3

2.4

The complaints procedures should:

e Dbe well publicised and easily accessible;

e  be simple to understand and use;

e encourage the resolution of problems by informal means wherever possible;

e beimpartial;

e establish time limits for action and keeping people informed of progress;

e  be non-adversarial;

e respect people's confidentiality;

e ensure full and fair investigations where necessary;

e address all points of issue, provide an effective response and appropriate redress
where necessary;

e require that complaints be recorded and that the school's senior management and
goveming body be informed so that any improvements or adaptations can be made; and

e Be reviewed annually by both the school's management team and goveming body.

Part IV - ‘Further Guidance’ contains a model policy statement and a model complaints
procedure which schoolsmay wishto use. The policy statement is offered for schools to
adapt to suit their local needs and circumstances and is not prescriptive. It would be
good practice to refer to the availability of both the policy statement and your
procedural documents, within the school prospectus or brochure.

Stages of complaints procedures

25

26

Good complaints procedures will have well-defined stages that explain the action to be taken,
when it should be taken and who will be involved. The need for flexibility should be built
into this area as further investigations may be required.

This model guidance establishes three school-based stages which should be sufficient for
most schools, as well as two further review stages.

o Informal stage - dealing with concems: initial concerns are heard by a
dass teacher, head of year or another appropriate member of staff on
an informal basis, either in person, by telephone or in writing. \
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Formal stage one: where a formal written complaint is considered by
the headteacher (or representative), or - if the complaint is about the
head teacher — by the chair of governors or nominated govemor. The
decision of the headteacher or chair of governors at this stage is usually
final.

Formal stage two: If stage one has been worked through and the
complainant is unhappy with the way in which their complaint has been
handled, the case can be referred to a panel of govemors. The panel of
three govermors will carry out a review of the investigation carried out at
formal stage one to consider the way the complaint has been
investigated and handled by the school. This stage does not involve a
rehearing of the complaint.

Secretary of State review : Having exhausted the previous stages,
complaints can finally be taken to the Secretary of State for ~ Education
but only on the grounds that the goveming body is acting or proposing to
act unreasonably or illegally.

10
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2.7

2.8

2.9

2.10

211

212

2.13

2.14

Dealing with initial concerns

Schools need to be clear about the difference between a concern and a complaint.
Taking informal concerns seriously at the earliest stage will reduce the number that
develops into formal complaints. People may wish to ask questions or express an
opinion, and schools should aim to create an environment that supports, welcomes and
respects the involvement of others.

The fact that schools must, by law, have a complaints procedure need not in any
way undermine efforts to resolve concerns or complaints informally. The
underlying principle is that concerns oughtto be handled, if at all possible, without the
need for formal procedures.

In most cases the class teacher or the individual delivering the service in the case of
extended school provision, will receive the first approach. Being able to resolve
issueson the spot, including apologising or expressing regret, where appropriate is
oftenthe best approach. This is preferable to immediately invoking a complaints
procedure which can place an unnecessary barrier of formality between the school
and its parents or the wider community.

Dealing with formal complaints

Formal procedures will need to be invoked when the initial attempts to resolve the
issue have been unsuccessful and the complainant remains dissatisfied and
wishes to take matters further.

This could be handled by any one of the following:

e the head teacher;

e anindependent person agreed by the governing body;

e adesignated member of staff who has the responsibility for the operation of the
school's complaints procedures;

e the chair of governors; or

e adesignated governor.

Complaints or concerns from the community

Dealingwith complaints or concerns from residentsis alsothe responsibility of the school
and the goveming body. Itisimportantto maintaingoodrelationshipswith local residents
and tothat endschoolsshouldensure thatany concerns from the community, which can
coverissues suchas litter, unruly pupils, objectslanding ingardensand car parking, are dealt
withinasimilar way to acomplaintfrom a parentor otherlegal representative of the child.

Inthe eventofan incidentgivingrise toa complaint, takingthe issues seriously, a promptand
courteous reply, with perhapsan expression of regret for anyinconvenience caused,

willgoalong wayto maintaining the school's goodname and standing in the community.

Itis the responsibility of the govemingbody of the schoolto ensure that any third party,
such as asports or social club, offering community fadilities or servicesthroughthe school

12
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2.15

2.16

2.17

2.18

2.19

premises, or using school facilities, has its own complaints procedures in place.

Where there may be shared responsibility for providing a service under children’s
service provisions, the governing body needs to make sure thereisan  agreed
complaints process in place.

Resolving and closing complaints

At each stage in the procedure, schools will want to keep in mind ways in which a
complaint can be resolved. An effective procedure should identify areas of
agreement and clarify any misunderstandings that might have occurred, as this can
create a positive atmosphere in which to try to reach a resolution. It might be
sufficient to acknowledge that the complaint is valid in whole or in part. In
addition, it may be appropriate to offer one or more of the following:
e An apology or an expression of regret. Note — this is not an admission of
liability;
e anexplanation;
e an admission that the situation could have been handled differently or better.
Note —this is not the same as an admission of negligence;
e an assurance that the event which prompted the complaint will not recur;
e an explanation of the steps that have been taken to ensure that it will not
happen again;
e  Anundertaking to review school policies in light of the complaint.

It would be useful if complainants were encouraged to state what actions they feel
might resolve the problem at any stage. An admission that the school could have
handled the situation betteris notthe same as an admission of negligence. Equally, an
effective procedure will identify areas of agreement between the parties. Itis also of
importance to clarify any misunderstandings that might have occurred as this can create
a positive atmosphere in which to discuss any outstanding issues.

If the Headteacher or chair of governors feels that:

e nothing further can be gained;
e everyreasonable action has been undertaken to resolve the complaint; and

e heorsheisconfident thatareview panelis inappropriate given itsremit, then he or she
should writetothe complainant outlining the reasons why the case will be closed.

If the school rejectsthe complaint, itisimportantto re-assure the complainant that the
matter has been thoroughly investigated. Part IV ‘Further guidance’ contains model
response letters for use at the end of stage 1 and stage 2.

220 Spedial Educational Needs (SEN) mediation — the parent partnership service or SENDIASS

can offerindependent, impartial advice and guidance to parents on special educational
needs issues. Schools can refer a parent to the parent partnership service.

They can be contacted on 0113 3951222, email: education.pps@Ileeds.gov.uk, or visit
their website www.leedsparentpartnership.co.uk

13
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Vexatious or persistent complaints

2.21 A sound setof complaints procedures shouldlimit the number of complaints that become
protracted or vexatious; andif the procedures are followed correctlyto keep the person
informed of what is happening, this should not become an issue.

2.22 However, occasionally, a complainant may remain dissatisfied despite all the
procedureshaving beenfollowed. It may well be a case of not beingabletoresolve all
their concerns and meet all their wishes. Sometimes it is simply a case of
‘agreeing to disagree’ and moving on.

2.23 If the complainant continuesto make representationsto the school or attemptsto reopen the
same issue, the chair of governors shouldinform them, inwriting, thatthe procedures
have all beenfollowed andthat all reasonable action hasbeentakento try to resolve the issue

and that the matter is now closed. In some cases, it may be necessary to seek

support from the LA customer relations service and /or legal services to deal with
particularly vexatiousor persistent complainants. Part IV — Further guidance — provides a
useful definition of vexatious or persistent behaviourthat may help schools determine the
correct course of action.

2.24 Threats involving the media and/or legal action should be treated respectfully, whilst
reassuringthe person that the school will respond to any letters or approaches from the
media orsolicitorsinthe normal way. These may be ‘empty’ threatsmade out of frustration
inthe heatof the moment and are without substance. However, head teachers should
contact Leeds City Council’s press office (tel 0113 247 328) for advice if they are
concerned about statements being made to the media.

2.25 Occasionally, the behaviour of a complainant can pose athreatto the school community. If
this occurs,awarning letter to the personthreateningto ban himor her fromthe premises
should be sufficient to stop any unwelcome behaviour. In extreme cases, it may be
necessary for the chair of govemorsto impose an actualban on the person. Schools should
take further advice from their legal services representative.

Monitoring complaints

2.26 Schools should record and monitor all complaints to identify issues and allow any
lessonsto be learned by the school. The head teachershould provide atermly reportto
the governing body identifying the number, nature and current status of complaints
handled, without giving individual details. The governing body should monitor all
complaints which reach formal stage two receive a report at the end of the
process.

14
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Part lll — school complaints procedures

Informal pre-complaint stage - dealing with concerns

3.1

3.2

3.3

3.4

3.5

All concerns should be treated seriously. The member of staff should make a brief note of
the concerns and an indication of the outcome of the discussion.

It should be made clear to the complainant, at the earliest possible stage, whether or not
the outcome they are seeking is realistic. If it is not and a compromise is unlikely, they
should be advised to make a formal complaint, using the complaints form, and be

advised of the formal complaints procedure. It would be important to ask what
outcome the complainant is expecting to ensure there is no misunderstanding.

If a member of staff becomes aware that someone is likely to lodge a formal complaint, they
should inform the head teacher, and pass on any information they hold about the issue.
Staff should be given clear guidance on the school's procedure, particularly about when it
is appropriate to referthe matteron and to whom. Time and care spent at this early stage
can prevent a concern from becoming a formal complaint.

If a concernrelates to a school policy rather than a particular incident, e.g. policy on school
dress, timing of school day, it would be more appropriate forthe issue to be referred directly
to the head teacher. Where possible, people should be invited to put their commentsin
writing, with assistance if necessary, and these can then be used toinform any review of the
policy. A written acknowledgement should be sent telling them when and how the matter
will be considered.

If itis clear that a number of people share a concern the matter should be dealt with
as a matter of urgency to avoid escalation of the issue within the parent community. [More
advice and guidance is given in Part IV — Further guidance of this document.]

15
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3.6

3.7

3.8

3.9

3.10

3.11

3.12

Formal stage one: official complaint

Where a person has notbeenable toresolve aconcerninformally, they are entitled to
ask the head teacher or a seniormember of staff nominated by the head teacher, to
investigatetheissue. The complaintshould be putin writingtothe head teacher, ideally
using the formal complaints form (see Part |V, Further guidance). In all cases, the form
shouldinclude details of the complaint, action already taken to resolve the complaint
and whatactions might help resolve the problem.

Formal complaints should be lodged as soon as possible, but no laterthan three months
of theincidentorissue occurring. There may be certain exceptionsto this, for
example, forcomplaintsinvolving allegations with child protection implications, where
it is necessary toconduct an investigation sometime afterthe event.

Acknowledgement withinthree school days: Receiptof the complaintwill be
acknowledged within three school days and will specify how the complaint will be
investigated, by whom and the timescale within which a full response will be made.

Full response within 15 school days. The headteacherwill ensure thatathorough
investigationis carried outand a full written responseis made within 15school days. If
the timescale needstobe extended (forexample,if meetings with complainants or
relevant people cannot be arranged within this timescale) complainants willneed to be
informed. [Detailed advice and guidance on conducting an investigation is given in Part
V- Further guidance, Section 8]

Exceptions

Complaints about the Headteacher

A complaintaboutthe head teachershould be made in writing to the chair of
governors. This may include acomplaintaboutthe actions or lack of actions of the
Headteacherininvestigatingacomplaint. The governing bodyshould consider

appointing adesignated governortoinvestigate the complaintas a stage one
complaint. Where a complaintisaboutthe conductof the headteacher, the chair of
governors should seek advicefromthe school’s personnel officer at the LA.
Complaints about the chair of governors should be made in writing to the vice-

chair of governors. Procedural advice and guidance should also be sought from the LA
governorsupportservice or customer relations service.

Complaints about issues covered by other statutory procedures. Where complaints
concernissuesthatare covered by otherstatutory procedures, forexample,

school admissions or exclusions, then those specific procedures and related timescales
willapply instead.

16
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3.13

3.14

3.15

Complaintsinvolving a claim for compensation. Schoolsshould referanyclaims for
compensation directly tothe schools claims financialadviserinthe LA.

Reporting the outcome

A full written response should be made to complainants who may be offered afurther
meetingto explain how the investigation was carried out and how decisions were
reached. The decision atthe end of formal stage one is final. The only exceptiontothis
isif ininvestigating the complaint, the head teacherorgovernordid not conducta full
and fairinvestigation and therefore did not arrive at the decision fairly, then may be an
opportunity toreview the decision at formal stage two.

Complainants will be advised thatif they are dissatisfied with the way in which their
complaint has been handled they may referthe matterto the governingbody. This
should be done by writing to the chair of governors within 10 school days of receipt of
the letterfromthe head teacherand chair of governors.

17
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Formal stage two: review to panel of governors

3.16

3.17

3.18

3.19

3.20

3.21

The governors’ review panel
If complainants are dissatisfied with the way in which theircomplaint was handled at

stage one, there will be afurther and final right of review to a specially convened panel
of governors.

Lodging review within 10 school days. Reviewsshould be lodgedinwriting
with the chair of governors within 10 school days of receipt of the stage one
decision.

Convene panel meeting within 20 school days. The review panel will meet within 20
school days of receiving the complaint. The complainants and the head teacheror
appropriate investigating officer (or governorif the stage one complaint was about

the headteacher) will be informed of the date, time and venue of the appeal hearing.

The panel will comprise atleastthree governors who have had no previous knowledge
of or involvementin the case. The panel should notinclude staff governors.

Remit of the governors’ panel

The panel will considerthe way the complaint has beeninvestigated and handled by the
school (orgovernorifitisabout the head teacher). The panel will carry outa review of
theinvestigation carried out at formal stage one. It will hearthe report of the
investigating officer at stage one and any submissions on that report by the
complainant. The review should not entail a rehearing of the case. (Detailed advice
and guidance on conducting a stage 2 panel hearing is given in Part 1V — Further
guidance, Section 8).

Decision withinthree school days. The decision of the panelisfinaland will be
communicatedinwritingto complainants and the head teacherwithin three school
days.

Secretary of State Review

3.22

A furtherstage of appeal can be taken to the Secretary of State for Education, but only
on the grounds that the governing body is acting or proposingto act unreasonably or
illegally.

18
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Part IV — further guidance

1. How to minimise the volume of complaints you receive
There are simple steps that schools can take to reduce the likelihood of complaints being made.

e Be openwith information about all school policies and documentation (for exampleabout
the curriculum or access to pupil records). Be clearin your school brochure or prospectus
aboutwhat parents are allowed to see and how they can obtain copies.

e Publicise yourarrangements for handling parental concerns as part of your general
information policy. You should regard this as generating useful feedback ratherthan
‘inviting complaints’. The Education Act makes publication of your complaints procedures a
statutory requirement ratherthan simply good practice.

e Ensure that all staff are aware of the statutory regulations regarding such areas as health
and safety, child protection and reporting of racistincidents. Arrange awareness-raising
sessions foryour staff on topics where knowledge is patchy.

e Don’t ‘gointo denial’ aboutincidentsthatappearto cast the school ina bad light. Dealing
withissues causing concern will be positiveforthe school overall. Bullyingis aprime
example;acceptthatitcan occur inotherwise happy and well-managed schools. The
important pointisto have effective policies and practicesin place whenitoccurs.

2. Distinguishing between concerns and complaints
A useful strategy for managing parental ‘complaints’ is to treat them nitially as concerns thatcan,
and should, be resolvedinformally. Thisis preferable toimmediately invoking a complaints
procedure which can place an unnecessary barrier of formality between the school and the
complainant, where adifferent approach might be more appropriate. Inthisrespectthe following
advice may be helpful. Many of the points will apply whetheryou are a classroom teacher, head
teacher, administrator orgovernor.

3. The first contact

e Ifa parentor memberof the community bringsaconcern to you, thankthem —inpersonorin
writing—forbringing theirconcernto yourattention so that you can addressit. Thenindicate
to themhow it might be possible to resolve the difficulty informally.

e Ifpractical, discussthe problemthere and then or arrange a mutually convenient time to meet
with them.

e Tryto assessat the outsetprecisely whatthe concernisabout. Itisimportantto be aware that
the original complaint may be masking other, underlying, issues which will need to be explored
before any meetingtakes place.

4. Apologies

e [tisimportantto recognise the difference between an expression of regret, anapologyand an
admission of liability. Often, an expression of regretthatsomeone is concerned aboutanissue,
or that he or she has beeninconvenienced by anincident, is auseful starting pointfora
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constructive approach toresolving the difficulty. Thiscanbe a simple statementsuchas “I’'m
sorry that you feel like that” or “I’'m sorry to hear what has happened”.

e Theschool may wish to implementa policy that an individual member of staff should not make a
personalapology (thereby implying acceptance of some responsibility) but thatany apologies
will be expressed by the head teacher orthe governing body on behalf of the school.

e Ifthe headteacheror governingbody are concernedthatan apology may be taken as accepting
liability, advice should be taken, initially from the school’s legal advisers orinsurers.

5. Moral support for the parent

e It can be helpfultosuggestthatthe complainant mightbringalongafriend as moral support.
The school should be sensitiveto, and aware of, anything which may appearintimidating, such
as the room layout; the number of people involved especially a high number of school staff; as
well asany unnecessary delay leading to keeping people waiting.

e Whilstyou cannot dictate who the ‘friend’ should be, itis not always productive, with parental
complaints, forotherparentsto be involved, especially wherethey might have a personal
interestintheissue brought by the concerned parent/complainant.

e Insome cases, a parentgovernormay be able to provide independent ‘support.” However, care
must be taken to avoid the parentgovernorbeingseen as an advocate for the parent; the role of
parentgovernors hereisonlyinthe interest of objectivity.

e We wouldadvise parentsto be accompanied by someone who was not connected with the
school butwho would be able to judge whetherthe meeting allowed the parentto express his
or her concerns and have them addressed.

6. Moral support for staff

e  Hopefully, yourschool will have set out guidelines for parents about how you will work with
them and what they can expectfromyou. However, there will be times when school staff will
feel underpressure or harassed by parents or other members of the community. Inthese cases
itisimportantthatany direct contact is managed through the head teacherand that advice
given aboutvexatious complainantsis followed (seeSection 10 ‘Dealing with protracted or
vexatious complaints’ below). Wherestaff, including the head teacher, are feelingunder
pressure, thenyou should contact your personnel advisorinthe firstinstance for support.
Unionrepresentatives may also be auseful contact. For supportand advice about coping with
the complaint orsituationitself, then contact the customerrelations service.

7. Whoshould be involved from the governing body?

e Ensurethat all governorsare clearabout theirrole in handling complaints. Your procedures
should make itclear who is the first contact for concerns beyond the he ad teacher:isitthe chair
of governorsora designated governor? Some schools preferto have adesignated governor
with responsibility for complaints so that, should the case reach the review panel (stage 2in the
model procedures) the chairof governorsisable to chair the panel without detailed prior
knowledge of the case. Thisimportant pointappliestoall members of such a panel.

e Ifparticulargovernorsbeinginvolvedin specificcases meansthere is a potential orreal conflict
of interest, you should identify someone else tostepin. Acommonallegationisthe perceived
collusion between head teachers and governing bodies. The only effective way to counterthis
isto have proceduresin place that allow for some flexibility in respondingto complaints. The
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inclusion of a parent governoron the review panel can go some way to alleviating any perceived
collusion.
8. Investigating complaints — good practice guidelines

We recommend that, at each stage of the concern or complaint, the followingstepsare followed as far as
possible.

The head teachershould nominate asenior member of staff, who has had no prior
involvement with the complaint, to investigate the complaint (where resources and the size
of the school staff body allows). Thisallows the head teachertoretaina degree of
detachmentandindependence from the complaint, which may be helpful in maintaining
good relations between the complainantand the school afterthe complaints procedure, has
run its course.

Duringthe investigation the head teacher, or nominated person, - the investigating officer -
should contact the complainantto clarify the details of the complaintand speak to other
persons as necessary. Sometimes one concem can be masking other underlying issues. Itis
important to ask what the complainant feelswould resolve the issue. Expressing regret over the issue
at this stage is not an admission of liability, but it may go a long way to appeasing the complainant.
(see section 4 ‘Apologies’ above)

Complainants will be allowed the opportunity to meet with the investigating officerand to
be accompanied by a friend or relative to speak on theirbehalf orhelp them make their case
(see section 5, above ‘moral support forthe parent’). Supportforinterpretationand
translation can be obtained from the city council’s central interpretation and translation unit
(telephone :0113 214 9010).

The task of the investigating officer at this stage is to compile accurate evidenceand he/she
will needtointerview relevant witnesses and take statements from those involved.

If the complaintinvolves a pupil, his/her parent/carer should be contacted and, if
interviewed, ideally a parent/carershould be present. In some cases this might not be
possible and amember of staff with whom the pupil feels comfortable, forexample, a
learning mentor, should attend the interview. Parentsshould be told if their child(ren)isto
beinterviewed.

Confidentiality isimportantin securing the confidence of all concerned. Conversationsand
correspondence must be treated with discretion. Parents needtofeelconfidentthata
complaintwill not disadvantage their child. Similarly, parents should also be made aware of
confidentiality especiallywhere other children are involved. However, the partiestoa
complaintshouldrealise that some information may have to be sharedin orderto carry out
a thorough investigation.

Try to keep to your response times. If this is not possible, send an interim letter, explaining when you
will be able to respond.

The investigating officer should keep written records of all meetings and telephone
conversations undertaken as part of the investigation together with any otherrelevant
documentation.
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For stage one complaints beinginvestigated by the governing body the investigating
governorshould be supported by another governor, if possible, to ensure consistency,

fairness and objectivity.

Staff and governorsinschools should have the opportunity to take partin training
or briefingsto raise their awareness of the procedures and develop theirskillsin dealing

with people who wish to complain.

Procedures for reviewing complaints at stage two

The panel will appointits own chair, normally the chairorvice-chair of governors. The chair
of the panel will ensurethat the appeal hearingis minuted.
Complainants may be accompanied by afriend orrelative to speak on their behalf or help
presenttheircase. Interpreting facilities can be made available, if necessary, through the LA.
The conduct of the panel meeting will be at the discretion of the chair, but the following
formatis recommended:

- theinvestigating officerto presenttheirreport;

- eitherpartyto ask questions, wheninvited to do so by the chair

- thepanelto ask any questions of either the complainants orthe head

teacher.
The panel will:

- reachitsdecision

- decide onappropriate action

- considerany recommendationsit will make to review orchange school

policies orprocedures

The purpose of the panel hearing at stage twois to consider whetherthe complaint was
investigated fairly and objectively at stage one. The panel will only everbe able to
recommend areview of the decision at stage one if it decides that the complaint was not
investigated fairly. Forexample, if an essential witness was notinterviewed.
There may be rare occasions where governing bodies are unable to convene a panel of three
of theirown governors who have not beeninvolved with the case or have some knowledge
of it. In these rare cases, it may be appropriate forthe governing body to ask the governors
supportservice to help convene apanel of governors from other governing bodies.
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e However, itmustbe stressed that this approach must only be used afterall otheravenues
have been exhausted. It may be necessary forthe governors supportservice to charge a fee
to reflectthe additionaltime and resources needed to service and manage this process.

e [tisadvisableforgoverningbodiestoelectacomplaints panel atthe start of the yearto
avoid thissituationarising.

e |[fthe panel considersthatthe initial investigation at stage one isincompleteand that this
throws doubtoverthe final decision, it can direct additional or re -investigation of those
areas itdetermines. Inthis case, the stage two proceedings will be suspended to enable the
complaintinvestigatorto properly complete the stage one investigation and report their
findings and conclusions to the complainant and the panel.

e The panel will thenreconvene atthe earliest possible date toreopenthe hearingand bringit
to a conclusion subjecttothe new information.

v

Dealing with difficult responses from parents

Ifitis likely thatthe complainant willbecome aggressive, either physically orverbally, you
should ensure that you are not meeting with them alone and thatyou are able to call upon
additional assistance, if required.

Whilstitisa fact that the ultimate action for parents to take isto remove their children from the
school and place them elsewhere, cautionis needed aboutthe way thisis expressed to parents
as an option.

In any event, you should not remove a pupil from the school roll without reference to the
formal regulations on registration of pupils. In thiscontext,itis not permissible to take such
action purely onthe grounds that the parents have informed you thatthey are removingtheir
child. Ifin doubt, contact your attendance improvement officerforadvice.

If a parentinsists on keepingtheir child at home until the situationis resolved, you should
informyourattendance improvement officer. The LAwill dothe same if such a situation comes
to lightwhenacomplaintis made viathe authority.

10. Dealing with protracted or vexatious complaints

Assumingthatthe principle of taking, and being seen to take, complaints seriously is respected,
and the head teacherand/orgoverning body have done everything possible to address and
resolve the complaint,there may be a justifiable case forformally closing the complaint.
While the vast majority of complainants are reasonable, asmall minority may become
preoccupied with theirgrievances. They are sometimes referred to as ‘vexatious’, ‘persistent’,
‘habitual’ or ‘serial’ complainants.
A vexatious or persistent complainantis notsomeone who raises legitimate concerns or
criticisms of a complaints procedure as it progresses, for example, with regard to timescales, nor
are they someone whois unhappy with the outcome of acomplaint and are seekingto challenge
it.
For the purposes of this policy, a persistent complainantis someone whose behaviouris
characterised by:
e frequently complainingaboutavariety of different things, or the same issue througha
number of different channels. While doing this, theiractions are obsessive, persistent,
harassing, prolific, and /orrepetitious;

e seekingunrealisticoutcomesrelativeto the issue being raised. They state that their
intention to persist until that outcome isachieved;
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insisting upon pursuing valid complaintsin an unreasonable manner;

persistently making the same complaint with minor differences but neveraccepts the
outcome of any investigation into their complaint;

challenginga historical decision/action which cannot be changed;

contact with the school is often frequent, lengthy and complicated;

behaving aggressively and provocatively towards the school and individual members of
staff;

using unusual methods of emphasis, such as multiple underlinings, putting wordsin
capital letters, and using exclamation marks and inverted commas, as well as extensive
use of marginal notes;

changingaspects of the complaint orthe desired outcome part way through the
investigation and/or afterthe investigation is completed and a conclusion has been
reached;

refusingto co-operate with the investigation process;

insistingonthe complaint being dealt with in ways which are incompatible with the
adopted procedure or with good practice;

making whatappearto be groundless complaints about the staff dealing with the
complaint, and seekingto have themreplaced by someone more senior  orwitha
person the complainant names;

refusingto acceptinformation provided, for nojustifiable reason;

making statements the complainant knows are nottrue or persuading othersto do so;
supplying manufactured ‘evidence’ or otherinformation the complainant knowsis
incorrect;

raising at a late stage in the process, significantinformation which wasin the
complainant’s possession when he orshe first submitted acomplaint;

raisinga large number of detailed but unimportant questions and insisting that they are
all fullyanswered;

lodginganumberof complaintsin batchesover a period of time, resultingin related
complaints being at differing stages of the complaints procedure;

pressing for furtherinvestigation of matters that have already been addressed
electronically recording meetings and conversations without the prior knowledge and
consent of the other personsinvolved;

pursinga complaint orcomplaints with the authority and at the same time, with a MP/
a councillor/the standards board/ the local police/ solicitors/the ombudsmanin the
hope of getting a different response;

using obscene, racist, offensive orthreateninglanguage in written orverbal
communications;

threateningoraggressive orabusive behaviourin direct personal contacts with staff;
usingthe vehicle of valid new complaints toresurrectissues which were included in
previous complaints;

persistence in sending communications which demand responses, or making telephone
calls seekinginterview with staff, after the authority has closed the investigationintoa
complaintand all rights of review and appeal have been exhausted.

Providingthe LA has been consulted (viaits customerrelations service) and has agreed that
closure of a complaintis appropriate, we will support the decision of agoverning body to take

thisactionifrequested. The LA’s backing should normally be indicated in aletter from the chair
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of governorstothe complainant. In someinstances, itwill be appropriateforthe lettertocome
fromyour legal advisers, forexample if you are considering banning a parent.

11. Closing complaints

Very occasionally, aschool will feel it needs to close acomplaint where the complainantis still
dissatisfied. Sometimesitissimply notpossible to meetall of the complainant's wishes and the
complaintremainsirresolvable.

If a complainant persistsin making representations to the school —to the head teacher,
designated governor, chair of governors or anyone else — or to the LA or the city council, this
can be extremely time-consuming and can detract from the school’s responsibility to look after
the interests of all the childreninits care.

For thisreason, schools are entitled to close correspondence (including personal approaches,
letters and telephone calls) on a complaint where theyfeel that they have taken all reasonable
action to resolve the complaint. The LA will supportschoolsin this position, in writing, if asked
to do so, and especially where vexatious contact is causing distress to staff and/or pupils.

In exceptional circumstances, closure may occur before a complaint has reached stage two (the
governorsreview panel). If, to your knowledge, the LA has beeninvolved (otherthan merely
indicating the appropriate procedures), you are asked to inform the customer relations service
on 0113 39 50310, to avoid any misunderstandings, should the complainant subsequently
contact the LA. We are best placed to supportyouon closure, where required, if you have
agreed the action with us beforehand.

You should be aware that, even where the school closes acomplaint, with or without the
assistance of the LA, an ‘appeal’ to the DfE could resultina directionto the governing body from
the secretary of state if the governingbody’s actionis judged by them to be unreasonable. This
underlines the importance of following your own procedures closely and having everything
documented. If youalso have the LA’s supportfor the action you have taken, this will
strengthen yourcase if the parent does referitto the DfE.

Correspondence received fromthe complainant subsequentto closure should be keptonfile,
indefinitely, as should notes of telephonecalls and any further personal calls referring to the
matter. This will be importantif the DfE asks for copies later. Itis even more important where
the case is particularly sensitive, forexample if itinvolves child protection or racismissues.

12. Recording complaints

Itisessential thatyou keep appropriate records of all complaints, incidents and any meetings
with parents or other complainants. If, forexample, aparentalleges thatbullyingistaking
place, youshould record this as the concern, whether or not you accept that bullyingistheissue.

Itisgood practice to write to parents, followingameeting ortelephone call, to confirmthe
agreed outcome.

Whilst one would hope that resolution would be straightforward and informal, any subsequent
legal action would require clear written evidence of any action taken andit is at such timesthat
properly keptrecords are an invaluable source of information. Thisis especiallyimportantin
cases of alleged racism or child abuse.

13. Complaintsinvolving allegations of racism

Recentlegislation and case law have emphasised the need to ensure that all school staff and
governors are aware of the special arrangements thatapply where an all egation of racism or
racially motivated behaviouris made.

25



—FIELDHEAD
CARR

It is not acceptable forsuch allegations to be dismissed simply becausethe head teacher, chair
of governors oranyone else judges the incident not to be racially motivated. Allsuchincidents
must be recorded and reported tothe local authority in accordance withits guidance and
procedures. The reportingrequirement became statutory in May 2002 and the LA usesthe data
for statutory monitoring purposes.

School staff should be aware that children’s needs (educational, psychological orsocial) can
often be obscured by racial issues. Takingaccusations of racism seriously, as described above,
can be the first step to opening up dialogue onthe broaderissues. Separating out multiple
issueswithinacomplaintneedsto be achieved as early as possible, so that they can be
prioritised and addressed appropriately.

14. Child protectionissues

If allegations of physical (including sexual) abuse or misconduct, by amember of staff towards a
pupil are made, you should follow the procedures set outin the guidance on child protection
issued separatelytoall schools. Thisincludesthe needtoinform the local child protection unit
of the LA who will then decide whether ornot to investigate the matterinline with approved
procedures.

As a precaution, you should alsoinform the school’s personneladvisorteam. They willthen
ensure that the attendance improvement service and the child protection lead officerare
informed. The attendance improvement service has aresponsibility, on behalf of the local
authority, to ensure appropriate child protection procedures are being used. Particular care
must be exercised to ensure confidentiality in such casesin the interests of the child(ren) and
staffinvolved.

15. Complaints about bullying or other behavioural issues

Whilst we always advise parents or other complainants to speak to their school in the first
instance, they can also contact the LA’s customer relations service who also offers supportand
advice. When this happens the LA will notify the school if appropriate

Ifthe problemis affecting the child’s attendance —for example, if the parentis refusingtoretum
the child to school until the matteris resolved —we alsoinform the attendance improvement
service who will then contact the parent to see how the family can best be supported.

16. Respondingto threats to involve the media

Frequently,the more irate complainant will threaten to ‘take it to the press’ if theirconcernis not
addressed. We would suggest the following possible responses:

Whensuch a threatis made, assure the complainantthatthisis, of course, theirright but that
you will follow up theirconcernsinline with your procedures; that adverse publicity could be
counterproductiveforthem and theirchild(ren); and that settling the problem between
yourselvesislikely to be ineveryone’sinterests.

If you have reason to believe that such threats are real, or if you are contacted by the media, you
can seek guidance from the city council’s press office on 0113 247 4328.

17. Respondingto threats of legal action

Schools are sometimesthreatened with legal action by parents and others, orevenreceive letters
from lawyers representing the complainants. Inthe formerscenarioyoushould continue to handle

the concern/complaint properly and not respond to the legal threat until you receive aletterfrom

lawyers. Once a formal lawyer's letter has beenreceived you should do two things:
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you should acknowledgethe letterand tell the senderthatyou are taking advice and will
respondfullyindue course; and

you should take legal advice from the city council’s legal advisers (if you have bought back the
service fromthe city council’s legal services) oryour own legal advisers, if appointed. If the
matterappearsto relate to a claim of negligence orawish for compensation then you should
inform the finance officerat the LA.

18. The involvement of elected members

Complainants will sometimes contact theirlocal councilloror MP at an early stage ina complaint
before the school orthe LA’s officers have had an opportunity tocomment. If this happens, you
should informthe councillorthat the matteris being dealt with through the school’s complaints
procedures and (where appropriate) thatyou are seekingadvice fromthe LA. Tell themthat
you will inform them of the outcome. The LA’s customer relations service willfollow asimilar
approach. MPs may sometimes misunderstand the limited role of local authoritiesin dealing
with general complaints butare usually satisfied once the processis explained.

19. The role of LA officers in dealing with complaints

While alocal authority has no statutory framework within which to operate ageneral complaints
function, there are, nevertheless, expectations from government that a local authority will use
its detailed knowledge of schools and circumstances to facilitate the resolution of complaints,
especially from parents. The Departmentfor Education (DfE), occasionally asks the LA forits
view where acomplainthas been escalated tothe department.

The customer relations service’s responsibilities include handling general queries about parental
concerns and complaints. The customer relations service willadvise parentsand others how to
expresstheirconcerns through the appropriate route, which starts with informal contact at
school level.

The LA’s governor support service advises, among otherthings, onissues of governance, and
can provide supportand guidance on how governors could help manage relationships between
the school and its community, includingits parents. If a governingbody needs help with the
school’s ability to deal with acomplaint, itis likely that governor support services will be asked
to offerappropriate supportand advice.

The LA’s personnel advisors have a dual function. Onthe one hand, they provide advice and
guidance toschools on a subscription basis. Atthe same time, however, they fulfil, from time to
time, the employerfunction of the local authority and will need to ensure that statutory
requirementsin respect of conditions of service and other matters are being met.

Theyalsoliaise closelywith the attendance improvement service on cases where there isachild
protectionelement. The customerrelationsservice willalways refersuch casesto the school’s
personnel advisor and the child protection team for any intervention orinvestigation that may
be necessary.

The customer relations service will also refer cases to the attendance improvementservice
where anissue —such as bullying —is affecting the child’s attendance or where there may be a
pattern of bullying at a school of which they needto be aware. This is part of the LA’s duty of
care towards children. All services liaise to provide support to the pupil.

27



—FIELDHEAD
CARR '

28



—FIELDHEAD
CARR

Annexe A

Fieldhead Carr Primary School policy statement

This policy statementis offered for schools to adapt to suit their local needs and circumstances and
is not prescriptive. It is suggested that reference be made to the availability of both the policy
statement and your procedural documents, within the school prospectus or brochure.

1

This policy statement sets out the school’s approach to dealing with parental concerns and
complaints. Furtherdetails of how we handle them are contained in our procedures document,
[Fieldhead Carr School Complaints Procedure], which you can obtain on request from the school
office.

We value good home/school relations and will, therefore, do everything we can to establish and
maintain them. This includes seeking to resolve any concerns or complaints promptly, and to
the satisfaction of all concerned.

We welcome feedback on what parents feel we do well, or not so well, as a school. We will
consider carefully all feedback, whether positive or negative, and will review our policies and
practices accordingly.

We will treat all concerns and complaints seriously and courteously and will advise parents and
others of the school’s procedures fordealing with their concerns. In return, we expect parents
and other complainants to behave respectfully towards all members of the school community.
In particular, any disagreement with the school should not be expressed inappropriately orin
front of pupils.

All school staff and members of the governing body, will receive a copy of this policy statement
and will be familiar with the school’s procedures for dealing with parental concerns and
complaints, to which they will have access as required. The policy is available on request to
parents.

The school’s procedures will be reviewed regularly and updated as necessary.

Staff and governors will receive training in handling parental concerns and complaints as
appropriate. This may be on an individual basis, oras a group activity for all staff, or for specific
groups, such as the office staff or members of the governing body.

Whilst we will seek to resolve concerns and complaints to the satisfaction of all parties, it may
not be possible to achieve this in every case. We will, therefore, use our option to close a
complaintbefore all the stages of the school’s procedures have been exhausted, if this appears
to be appropriate.

The government and the Local Authority(LA) advocate resolution of parental concerns and
complaints atschool level wherever possible, in the interests of maintaining good home/school
relations. The role of the LA in advising parents and schools on the handling of concerns and
complaints is set out in the school’s procedures.
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Annexe B

Fieldhead Carr School complaints procedure

Fieldhead Carr Primary School procedures for dealing with complaints

The majority of concerns from parents, carers and others are handled under the following general
procedures.

The procedure is divided into three stages;

The informal stage aimsto resolve the concern through informal contact at the appropriate
level in school.

Stage one is the first formal stage at which written complaints are considered by the head
teacher or the designated governor, who has special responsibility for dealing with
complaints.

Stage two is the next stage once stage one has been worked through. It involves a
complaints appeal panel of governors.

How each of these stages operates is explained below:

Informal stage —your initial contact with the school

1

Many concerns will be dealt with informally when you make them known to us. The first
point of contact should be your child’s form teacher/tutor.

Once your concernis made knownto us, we will see you, or contact you by telephone orin
writing, assoon as possible. Ifitis necessary, all members of staff know how to refer to the
appropriate person with responsibility for your particularissues. He or she will make a clear
note of the details and will check later to make sure that the matter has been followed up.

Any actions or monitoring of the situation that has been agreed, will be communicated
clearly and we will confirm this in writing to you.

If necessary we will contact appropriate people who may be able to assist us with our
enquiries into your concern.

We will normally updateyou on the progress of our enquiries within ten school days. Once
we have respondedtoyourconcern, you will have the opportunity of asking for the matter
to be considered further.

If you are still dissatisfied following this informal approach, your concern will become a
formal complaint and we will deal with it at the next stage.

Stage one - formal consideration of your complaint

This stage in our procedures deals with written complaints. Itapplies where you are not happy with
the informal approach to dealing with your concern, as outlined above.

1.

Normally, your written complaint should be addressed to the head teacher. If, however, your
complaintconcerns the head teacher personally, itshould be sent to the school marked “for the
attention of the chair of governors” [See appendix of names”].

We will acknowledge your complaintin writingas soon as possible afterreceivingit. This will be
within three school days.

We will enclose a copy of these procedures with the acknowledgement.
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4.

10.

1.

12.

13.

Normally we would expectto respondin full within 15 school days but if this is not possible we
will write to explain the reason for the delay and let you know when we hope to be able to
provide a full response.

As part of our consideration of your complaint, we may invite you to a meeting to discuss the
complaintandfillinany details required. If you wish, you can ask someone to accompany you
to help you explain the reasons for your complaint.

The head teacher, orchair of governors [See appendix of names] may also be accompanied by a
suitable person if they wish.

Following the meeting, the head teacher, investigating officer or chair of governors [See
appendix of names] will, where necessary, talk to witnesses and take statements from others
involved. If the complaint centres on a pupil, we will talk to the pupil concerned and, where
appropriate, others present at the time of the incident in question.

We will normally talk to pupils with a parent or carer present, unless this would delay the
investigation of a serious or urgent complaint, or where a pupil has specifically said that he or
she would preferthe parent or carer not to be involved. In such circumstances, we will ensure
that another member of staff, with whom the pupil feels comfortable, is present.

If the complaint is against a member of staff, it will be dealt with under the school’s internal
confidential procedures, as required by law.

The head teacheror chair of governors [See appendix of names] will keep written/typed, signed
and dated records of all meetings and telephone conversations, and other related
documentation.

Once we have established all the relevant facts, we will send you a written response to your
complaint. This will give an explanation of the head teacher’s or chair of governors’ [See
appendix of names] decision and the reasons for it. If follow-up action is needed, we will
indicate what we are proposing to do. We may invite you to a meeting to discuss the outcome
as part of our commitment to building and maintaining good relations with you.

The personinvestigating yourcomplaint may decide that we have done all we can to resolve the
complaint, in which case we may use our discretion to close the complaint at this point. Please
see the next page for further information about this process.

If you are unhappy with the way in which we reached our conclusions, you may wish to proceed
to stage two, as described below.

Stage two - consideration by a governors appeal panel

If the complaint has already been through stage one and you are not happy with the outcome as
a result of the way in which the complaint has been handled, you can take it further to a
governors appeal panel. Thisis aformal process, and the ultimate recourse at school level.

The purpose of thisarrangementis to give you the chance to presentyour argume nts in front of
a panel of governors who have no prior knowledge of the details of the case and who can,

therefore, consider it without prejudice.

However, the aim of a panel is not to rehear the complaint. It is there to review how the
complainthas beeninvestigated and to determine whether this has been conducted fairly. It is
there to establish facts and make recommendations which willreassure you that we have taken
the complaint seriously.

The governors appeal panel operates according to the following formal procedures:
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1.

10.

11.

12.

The governing body will convene a panel of three governors and will aim to arrange for the
panel meeting to take place within 20 school days.

You will be asked whetheryou wish to provide any further written documentation in support
of your appeal.

The head teacher or complaint investigator will be asked to prepare a written report for the
panel. The panel can request additional information from other sources if necessary.

You will be informed, at least five school days in advance, of the date, time and place of the
meeting. We hope you will feelcomfortable with the meeting taking place in the school but
we will do what we can to make alternative arrangements if you prefer.

With the letter, youwill receive any relevant correspondence or reports regarding stage one
and you will be asked whether you wish to submit further written evidence to the panel.
The letter will explain what will happen at the panel meeting and that you are entitled to be
accompanied to the meeting. The choice of person to accompany you is your own, but itis
usually best to involve someone in whom you have confidence but who is not directly
connected with the school. They are there to give you support but also to witness the
proceedings and to speak on your behalf if you wish.

If it is necessary in the interests of the ratifying the investigative process, the complaint
investigator may, with the agreement of the chair of the panel, invite relevant witnesses
directly involved in matters raised by you to attend the meeting.

The chair of the panel will bear in mind that the formal nature of the meeting can be
intimidating for you and will do his or her best to put you at your ease.

As a general rule, no evidence or witnesses previously undisclosed should be introduced into
the meeting by any of the participants. If either party wishes to do so, the meeting will be
adjourned so that the other party has a fair opportunity to consider and respond to the new
evidence.

The chair of the panel will ensure that the meeting is properly minuted. Please understand
that any decision to share the minutes with you, the complainant, is a matter for the panel’s
discretion and you do not have an automaticright to see or receive a copy as the minutes are
the property of the governing body. Since such minutes usually name individuals, they are
understandably of a sensitive and, therefore, confidential nature.

Normally, the written outcome of the panel meeting, which will be sent to you, should give
youall the informationyourequire. If, however, you feel that you would like to have a copy
of the minutesitwould be helpful if you could indicate this in advance. If the panel is happy
for the minutes to be copied to you, the clerk can then be asked maintain confidentiality in
the minutes.

During the meeting, you can expect there to be opportunities for:

= the panelto hearyou explainyourcase and yourargumentforwhy itshould be heard at
stage two;

= the panel to hear the complaint investigator’s case in response;

= you to raise questions via the chair;

= you to be questioned by the complaint investigator through the chair;

= the panel members to be able to question you and the complaint investigator; and

= you and the Headteacher to make a final statement.
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13. Inclosingthe meeting, the chairwillexplain thatthe panel will now consider its decision and
that written notice of the decision will be sent to you and the Headteacher within three
school days. All participants other than the panel and the clerk will then leave.

14. The panel will then consider the complaint and all the evidence presented in order to:
= reach aunanimous, or at least a majority, decision on the case;
= decide on the appropriate action to be taken, if necessary; and

= Recommend, where appropriate, to the governing body changes to the school’s systems
or procedures to ensure that similar problems do not happen again.

15. Theclerkwill sendyouandthe Headteacher a letter outlining the decision of the panel. The
letter will also explain that you are entitled to have the handling of the complaint reviewed by
the Secretary of State for Education.

16. We will keep a copy of all correspondence and notes on file in the school’s records but
separate from pupils’ personal records.

Closure of complaints

=  Very occasionally, a school and/or the LA will feel that it needs, regretfully, to close a
complaint where the complainant is still dissatisfied.

= We, and the local authority where appropriate, will do all we can to help to resolve a
complaint against the school but sometimes it is simply not possible to meet all of the
complainant’s wishes. Sometimes itis simply a case of “agreeing to disagree”.

= |fa complainant persistsin making representations to the school —to the head teacher,
designated governor, chair of governors or anyone else — or to the local authority, this
can be extremely time-consuming and can detract from our responsibility to look after
the interests of all the childrenin our care.

= Forthisreason, we are entitled to close correspondence (including personal approaches,
as well asletters and telephonecalls) on acomplaint where we feel that we have taken
all reasonable action to resolve the complaintand that the complaint has exhausted our
official process. The local authority will supportusin this position, and especially where
the complainant’s action is causing distress to staff and/or pupils.

= |n exceptional circumstances, closure may occur before a complaint has reached stage
two of the procedures described in this document. This is because a complaints panel
takes considerable timeand efforttoset up and we must be sure that it islikely to assist
the process of investigating the complaint.

The chair of governors [the designated governor] may decide, therefore, that every
reasonable action has been undertaken to resolve the complaint and that a complaints
review panel would not help to move things forward.

Where you have been through the school’sinternal complaints procedures (with or without
recourse to a complaints review panel) and are still unhappy with the outcome or decision from the
governing body, you can contact the Secretary of State for Education viathe DfE website
www.education.gov.uk, by telephoning 0370 000 2288 or by writingto the address below:

The School Complaints Unit (SCU)
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Department for Education
Piccadilly Gate

Store Street

Manchester

M1 2WD

Please enclose with your letter to the DfE a copy of the complaint outcome. This will save time in
that the DfE will not need to ask for our view of what has happened.

We would advise parents that, unless the school is shown to have behaved unreasonably or not to
have followed their own procedures, there is likely to be little further action that can be taken, as
governing bodies are empowered to deal with many issues without reference to either the local
authority or the secretary of state.

Other sources of information and advice

If your concernis aboutan aspect of special educational needs provision, which mightinclude
information about relevant voluntary organisations and support groupsin Leeds, you might like to
talkto our parent partnership service ontheirhelpline: 0113 395 1200.

Appendix of names

Chairof Governors—Mr G. Curling
Headteacher— Miss B Vargassoff

Nominated complaints governor—Ms K Coates
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Annexe C

School complaints recording form

Complaints / Feedback form

Personal Details ...t

Daytime telephone NUMDbEr ...

Evening telephone NUMDbET ...

If applicable, name of child (ren) and year at school

Please give details of your complaint:

35



—FIELDHEAD
CARR ' =

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

Official Use:

Date of ackNnoWIedZMENT ......cceieeerceieeceeeee e
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Annexe D
Model complaint closure letter —stage 1

MODEL CLOSURE LETTER FOR FORMAL STAGE 1 —HEAD TEACHER

Dear Mr and Mrs X,

FORMAL STAGE 1 COMPLAINT ABOUT Y AND SCHOOL Z

Thank youfor yourletterdated.... From your letter(s) itis clear that you are still unhappy with the
situation. Asaresultl have decided to have the matter investigated as part of formal stage one of
the school's complaints procedure.

You complain that :

summary of complaint to be stated. State each point separately.

| have completed myinvestigation and can offerthe following response(s) on each of the points you

have raised.
1 Concerning your complaint that ....
2. Concerning your complaint that ....

Itisimportantthat you are clearabout what action the school has taken at each stage of the process
so far:

Informal stage

State what action was taken in response and the outcome of this.

Formal stage one
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State what investigative action was taken in response and the outcome of this, including any
remedial action to be taken if complaint is upheld.

| hope thisresponse answers yourconcerns. Pleaselet me know if you wish me to clarify any points.

In the meantime, if you are still not satisfied with my reply, thereis afurtherstage of the complaints
procedure that you can follow. This formal stage two is a review by a panel of governors who will
look at the way in which your complaint has been dealt with. The panel will not, however, rehear
the whole case.

To go to the next formal stage two, you should write to the chair of governors withinten days of the
receiptof thisletter, givingyourreasons why you wish to take your complaint further. If youare still
not satisfied with the results of the formal stage two panel of governors, you can complain to the
local education authority who will carry out an investigation into the way in which your complaint
has been handled.

Yours sincerely,
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Annexe E
Model complaint closure letter — stage two

MODEL CLOSURE LETTER FOR FORMAL STAGE TWO - GOVERNORS PANEL

Dear Mrs and Mrs

FORMAL STAGE 2 COMPLAINT ABOUT Y AND SCHOOL Z

The panel meton ...date...to hear yourappeal regarding your complaint which can be summarised as
follows:

That so and so/the school did/said/did not,...

Legal or administrative background

Stateany legal or administrative background to the case, including any legislation relevant to
the investigation.

The investigation

Set outthe key facts aboutthe complaint, the findings and conclusions from the formalstage
one investigation, and any continuing concerns.

Conclusion

Set out the findings of the panel

Panel decision

Outcome of the decision

Please let me know if you wish me to clarify any points for you.
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In the meantime, if you remain dissatisfied with the way in which your complaint has been dealt
with, you can contact the Secretary of State for Education through the DfE website
www.education.gov.uk or by writing to the following address:

The School Complaints Unit (SCU)
Department for Education
Piccadilly Gate

Store Street

Manchester

M1 2wWD

Yours sincerely
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Appendix A

Complaints which are subject to statutory procedures

Some areas of complaint are subject to statutory procedures and there is clear guidance on how
such issues should be dealt with. These include;

e admissions
child protection

e drugs

e equalities

e exclusions

e health and safety

e sexeducation

e national curriculum

e religious worship

e special educational needs

e staff capability
staff discipline

e staff grievance

e racistincidents *

The head teacher will in most cases determine which if any of these statutory procedures apply.
Advice can be obtained from the LA on any such issues either by contacting the appropriate service
manager or customer relations on 0113 247 5688.

If one of these statutory procedures needs to be invoked at some point duringthe investigation of a
more general complaint the complaints procedure should be suspended until the statutory
procedure has been concluded.

* although racistincidents are subject to a statutory procedure, the Race Relations Amendment Act
2000, this does not necessitate the complaints procedure being suspended. However, thereisa
duty for local authorities to monitor racist incidents and so schools must complete the racial
harassment monitoring form (RH1), as part of the procedure for any complaint regarding a racist
incident. See Part IV Further Guidance, section 13.
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