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The Governing Board of Stoke Mandeville Combined School has adopted this procedure to deal with concerns and complaints about the school, its provision, facilities and services. It applies to complaints from parents, carers, pupils, former pupils and members of the public, unless a separate statutory procedure applies.
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Our school aims to be fair, open and transparent when dealing with any complaint and to resolve concerns at the earliest possible stage through open dialogue and mutual understanding.

All concerns and complaints will be considered seriously and handled as swiftly as reasonably possible. The school will keep complainants informed where timescales need to change and will make reasonable adjustments where required to support access to the complaints process.

In all cases, the school will act in the best interests of children and pupils and will seek to ensure that the complaints process is fair, proportionate and non-adversarial.

Our procedure is underpinned by the following framework of principles: -

· encourage resolution of concerns at the earliest appropriate stage
· be easily accessible and clearly publicised
· be simple to understand and use
· be impartial and proportionate
· be non-adversarial and respectful
· set realistic and reasonable timescales and keep complainants informed of progress
· ensure a full and fair investigation, with an independent person involved where appropriate
· respect confidentiality, while recognising that information may need to be shared to investigate a complaint properly
· address all points raised, provide clear reasons for decisions and explain any further rights of review
· use complaints and learning from them to improve the school
make reasonable adjustments to support disabled complainants or those who require assistance to access the procedure.
Areas not covered by this procedure

Some matters have separate statutory or employment procedures and will not normally be handled through this complaints procedure. These include school admissions and admission appeals, school reorganisation proposals, statutory assessments of special educational needs, pupil exclusions and appeals, staff grievances, disciplinary or capability matters, and matters that are likely to require a child protection investigation.

Where a matter falls under a separate procedure, the school will explain the appropriate route where it is able to do so. Complaints about the school's SEND provision or support can be considered under this complaints procedure; however, complaints about statutory EHC needs assessments should normally be raised with the local authority. Safeguarding concerns or allegations that a child may be at risk of harm will be referred immediately through the school's safeguarding procedures and, where appropriate, to the DSL, Local Authority Designated Officer (LADO), children's social care or the police. DfE school complaints guidance and Maintained schools: governance guide are the principal sources of guidance used when reviewing this procedure.
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If you have a concern about the school, its provision or the education we are providing, please raise it at the earliest opportunity with the most appropriate member of staff, normally your child's class teacher or the relevant member of staff.

Concerns may be raised in person, by telephone, by email or in writing. The school asks that concerns are raised directly with us rather than being publicised on social media, so that we have a fair opportunity to understand and resolve the issue.

The school takes concerns seriously. Most concerns can be resolved quickly through discussion, clarification or appropriate action. We will ask, where appropriate, what outcome the complainant is seeking.

If the concern cannot be resolved at this level, or if it is more appropriate for the Headteacher to consider it, the matter may be referred to the Headteacher. A concern about the Headteacher should be raised directly with the Chair of the Governing Board through the Clerk.
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If a concern remains unresolved and the complainant wishes to make a formal complaint, the complainant should complete the school's Complaint Form (Appendix One) or provide the same information in writing. Complaints should normally be made within three months of the incident or event giving rise to the complaint. The school will consider complaints outside this period where there are exceptional circumstances.
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The purpose of the form is to ensure that the school and complainant have a clear and common understanding of the complaint, including the key facts, what has already been done to try to resolve it and what outcome the complainant is seeking. The school will provide reasonable assistance to anyone who requires support to access or complete the form.

The school will make reasonable adjustments for disabled complainants and for anyone who requires support to access the complaints process. This may include alternative formats, communication methods or assistance from someone unconnected with the complaint.

A formal complaint should be addressed to the Headteacher unless the complaint concerns the Headteacher, a governor, the Chair of the Governing Board or the Governing Board as a whole. In these circumstances, the complaint should be sent to the Clerk to the Governing Board, marked 'Private and Confidential'. The Clerk will make appropriate arrangements to ensure that the complaint is considered by someone independent of the matter complained about.

The school will acknowledge receipt of a formal complaint within 5 school days and will confirm who is dealing with the complaint and the expected timescale.

Investigation

The complaint will be investigated fairly and objectively. This may include reviewing relevant documents and records, speaking to relevant people and considering information supplied by the complainant. The school will normally provide a written response within 15 school days of receiving the formal complaint. If this is not possible, the complainant will be told why and given a revised date for response.

If, during the investigation, it becomes apparent that the matter is primarily a disciplinary, capability or safeguarding issue, it will be dealt with under the appropriate procedure rather than the complaints procedure. The complainant will be informed that the matter has been referred to the appropriate process, but confidentiality means that the school will not normally share details of any staff investigation or its outcome.

If the complainant remains dissatisfied following the Stage 2 outcome, they may request Stage 3 in writing within 15 school days of the Stage 2 response. The request should explain why the Stage 2 outcome is not satisfactory and identify any points the complainant believes remain unresolved.
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At Stage 3, the complaint will be considered by a complaints panel of governors, which will make the final decision on behalf of the Governing Board. Panel members will have no detailed prior knowledge of the complaint and will have no connection with the complainant or the matters complained about.

The panel will normally meet within 15 school days of the request to escalate the complaint. The complainant will be given reasonable notice of the meeting and an opportunity to submit written evidence in advance and to attend the meeting to explain the complaint. The complainant may be accompanied by a friend or representative, subject to reasonable arrangements. The school will be given the same opportunity to present its response.

The Clerk will ensure that the process is fair and that both parties have an opportunity to present relevant information. If a complainant is unable or unwilling to attend after reasonable attempts have been made to agree a suitable date, the panel may consider the complaint in the complainant's absence and reach a conclusion based on the available evidence. Appendix Two sets out the procedure for the panel hearing.
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The panel will provide a written response to the complainant within 5 school days of the panel meeting, where reasonably practicable. The response will set out the panel's conclusion, the reasons for its decision and any actions to be taken. The Stage 3 decision is the final stage of the school's complaints procedure.

If a complainant remains dissatisfied after completing the school's procedure, they may complain to the Department for Education where they believe the school has not followed its complaints procedure correctly or has acted unreasonably or failed to fulfil a legal duty. The DfE is not an appeal body for the substance of the school's decision and will not normally reinvestigate the complaint itself. Information is available from Complain about a school to the Department for Education. Ofsted may consider qualifying complaints where its inspection powers may be relevant, but it does not investigate individual issues.


Serial or Persistent Complaints

The school recognises that complainants may reasonably need to challenge decisions or provide additional information. A complaint will not be treated as serial or unreasonable simply because the complainant disagrees with the outcome. However, where repeated correspondence or contact about the same issue is excessive, repetitive, harassing or otherwise unreasonable, the school may take proportionate steps to manage further contact while ensuring that legitimate concerns continue to be considered.

Any decision to restrict communication will be made by an appropriate senior member of staff or governor, recorded and communicated in writing. Measures may include identifying a single point of contact, agreeing a reasonable frequency or method of communication, or limiting contact to a specified channel. The school will review such arrangements periodically and will continue to respond to new complaints or new information where appropriate.

The school will have regard to the Department for Education's current model policy for managing serial and unreasonable complaints when applying this section.

[bookmark: __RefHeading___Toc302547877]Monitoring and Review

The Headteacher will maintain a confidential log of formal complaints, including the stage reached and the outcome. The Governing Board will receive anonymised information at least annually to identify trends, lessons learned and any areas for school improvement. Governors involved in a particular complaint will not receive detailed information that could compromise their impartiality. This procedure will be reviewed at least every three years, or sooner if legislation or Department for Education guidance changes.
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* Please refer to the procedure for more detailed information.Stage 1 - Informal
Complaint at school level – You should try to resolve your concerns with a member of staff. 
Resolved?
Yes. No further action
No -You should discuss your concerns with the Headteacher
Resolved?
Yes. No further action
No - Stage 2 – Formal
You will be asked to complete complaints form and offered support in completing it from someone unconnected with the issue. The form should be returned to the Headteacher, or the Chairman of the governing body, if the complaint is about the headteacher or a governor.
Receipt of complaints form acknowledged in 5 school days
Complaint is investigated by Headteacher or nominated Governor, with independent arrangements where appropriate



You will be informed of the outcome of the investigation within 15 school days of receiving the complaint.
Resolved?
Yes. No further action
No - If you wish to take your complaint to Stage 3 of the procedure you will be asked to confirm this in writing within 15 school days of the completion of Stage 2.
Governor Complaints Panel meets to consider your complaint with 15 school days. You will be asked to submit written evidence in advance and attend the panel meeting to explain the nature of your complaint




























Resolved?
Yes. No further action
No - You can complain to the Department for Education if you believe the school has acted unreasonably, failed to fulfil a legal duty or not followed the correct procedures.

Panel will make a final decision on behalf of the Governing Board and writes to you within 5 school days
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Please complete this form and return it to the Headteacher, unless the complaint concerns the Headteacher or a governor, in which case it should be sent to the Clerk to the Governing Board. The school will acknowledge receipt and explain what action will be taken.

	Your name:



	Pupil’s name:


	Your relationship to the pupil:


	Address:



Postcode:
Day time telephone number:
Evening telephone number:


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










 

	What action, if any, have you already taken to try and resolve your complaint. 
(Who did you speak to/write to and what was the response)?










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












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







  

	
Signature:


Date:



	Official use

Date acknowledgement sent:


By whom: 




Complaint referred to:

Date: 
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Appendix Two - At the panel hearing

· After introductions, the complainant will be invited to explain the complaint and may call relevant witnesses, where agreed in advance.

· The panel may ask questions at any point.

· The school representative will then explain the school's actions and may call relevant witnesses.

· The complainant may ask questions of the school representative and any witnesses.

· The panel may ask questions at any point. 

· The complainant is invited to sum up the complaint.

· The school representative is invited to sum up the school's response.

· The Chair of the panel explains that the panel will issue its written decision within 5 school days, where reasonably practicable.

· Both parties leave while the panel considers the evidence and reaches its decision.

· The Clerk remains to support the panel and ensure that the procedure is followed.
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