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Ethos

The school strives to achieve the highest level of academic, social and spiritual development in a safe, caring and inclusive environment. We encourage respect and tolerance for each other, supported by our Christian values.
1. Objective

The school’s vision and values are concerned with meeting the needs of pupils, parents and others who have a stake in the school. The governing body believes that constant feedback is an important ingredient in self-improvement and raising standards. Pupils, parents, carers, or other adults who have concerns or complaints should feel that they can be voiced and will be considered seriously. All complainants have the right to be accompanied when making the complaint, and pupils may be accompanied by a parent or another adult. 

There are various principles behind this policy:

There is a difference between a concern and a complaint. A concern is likely to require discussion between teacher, pupil and parent. If the concern is not resolved by that means, then it could become a complaint. 
A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to be important for which reassurances are sought’. A complaint may be generally defined as ‘an expression of dissatisfaction however made, about actions taken or a lack of action’.

· We will seek to resolve complaints by informal means wherever possible.

· Investigations will be full, fair and swift.

· People will be kept informed of progress and the decisions reached.

· Every effort will be made to respect confidentiality.

· Feedback will be actively sought from those voicing complaints in order to minimise complaints and maximise accountability.
Tutshill C of E Primary School aims to resolve all complaints at the earliest possible stage and is dedicated to continuing to provide the highest quality of education possible throughout the procedure. 

The Complaints Policy has been created to deal with any complaint against Tutshill C of E School as a whole, relating to any aspects of the Tutshill School or the provision of facilities or services or a a member of staff
Any person, including members of the general public, may make a complaint about any provision of facilities or services that a school provides, unless separate statutory procedures apply (such as exclusions or admissions). Schools must not limit complaints to parents or carers of children that are registered at the school.
Once a complaint has been made, it can be resolved or withdrawn at any stage.

2. Legal framework

This policy has due regard to the following legislation and guidance, including, but not limited to:

· The Education Act 2000 

· Data Protection Act 1998 GDPR
· Freedom of Information Act 2000

· Best Practice Advice for School Complaints Procedures 2016

3. Roles and Responsibilities 
The Governing Body will ensure the following

· That there is a policy for the school to follow 

· Ensure that it is followed and adhered to 

The Headteacher will ensure that:
· Complaints are managed effectively and in-line with the policy
· this complaints policy and the procedures, are made known to all stakeholders through the school website. 
Complaints Procedure:

STAGE 1
The complainant will put in writing the complaint to the necessary point of contact. 
All complaints are dealt with in the first instance by the Headteacher.  In the absence of the Headteacher the complaint will be dealt with by the Deputy Headteacher. The person dealing with the complaint will document the complaint (names, dates, times, events), acknowledge in writing within 5 days of receipt, and consult with all those directly concerned.
· Where the complaint is against the Headteacher, the complainant can to contact the Chair of Governors first. (please see following section)
· If a complainant is not satisfied with the action taken by the Headteacher, then the Chair of Governors will consider the complaint. On receipt of the complaint, the Chair of Governors will inform the Headteacher, investigate the complaint, and write to the complainant within 15 school working days, explaining the action taken. 

· Complaints against the Chair of Governors or any individual governor should be made by writing to the Clerk of Governing Body.

· The decision of the Complaints Panel is final.

· Where a complainant considers that the school is not complying with the legal requirements of council policy in respect of a pupil’s education, then the Local Authority can provide the complainant, the governors or the headteacher with further advice.
The complainant will receive a written response within 5 school working days. This will inform the complainant of the action to be taken. At this point, the complainant will be invited in to school to discuss the complaint with the recipient of the complainant. The complaint may be resolved at this point and closed. 
The complainant must put in writing that the complaint is to be moved to Stage 2. 
STAGE 2

· This stage of the investigation will last a maximum of 20 school working days. During this time the complaint is investigated. You will be notified of progress though out the investigation. Should the investigation require more time, you will also be notified of this.

· You will receive the findings from the investigation in writing. 

· You will be given 5 school working days’ notice to attend a meeting at the school, should this be applicable.

· Should you remain dissatisfied with the response you have the right to raise the complaint to a complaints panel. 

· You will need to notify the Headteacher/Chair/Clerk in writing that you would like the complaint raised to Stage 3.

STAGE 3

· A complaints panel will examine the complaint and notify the complainant of the action to be taken. 

· You will be given a minimum of 5 school working days to attend a meeting with the complaints panel.
· During the investigation, children and adults may need to be spoken to.  We will do so with sensitivity and by causing minimal concern. 

The complainant will be notified of the outcome of investigation in writing.
Interviewing witnesses

When interviewing children in order to gather information regarding a complaint, the interview should be conducted in the presence of another member of staff or, in the case of serious complaints, e.g. where the possibility of criminal investigation exists, in the presence of their parents/carers.

Tutshill C of E Primary School will ensure that the nature of interviews does not prejudice a Local Authority Designated Officer or police investigation.

Tutshill C of E Primary School understands the importance of ensuring a friendly and relaxed environment to conduct interviews.
All children interviewed will be made fully aware of what the interview concerns and their right to have someone with them. 

Staff are allowed a colleague to support them at their interview. The colleague must not be anyone likely to be interviewed themselves, including their line manager. 

The interviewer will not express opinions in words or attitude so as to not influence the interviewee. 

The interviewee will see the formal record; ask if s/he has anything to add, and to sign the record as accurate. 

4. Complaint Procedures for staff
Complaints from Pupils/ Parents/Carers about Staff
· Follow procedures outlined in specific instances according to the Allegation Management Policy.
Complaints from Staff about other Staff Members

· Complaint to be discussed with Headteacher if it does not involve Headteacher.

· Complaints about Headteacher to be discussed with Chair or Vice Chair of Governors.

· Disciplinary/grievance proceedings to be adopted as necessary.

Complaints not covered by this procedure

Complaints regarding the following topics should be directed to the Local Authority:

· Statutory assessments of Special Educational Needs and Disabilities

· School re-organisation proposals

· Matters which may require a Child Protection Investigation

· Admissions to schools

Complaints concerning admissions should be directed to the appropriate admissions authority.  

Complaints about children being excluded from the Tutshill C of E Primary School should be dealt with by following the process explained at:  https://www.gov.uk/school-discipline-exclusions/exclusions 

Tutshill C of E Primary School has an internal whistleblowing procedure for all employees and voluntary staff. Complaints of this nature should not be addressed using this complaints procedure. These concerns can be directed to Ofsted by telephone on: 0300 123 3155 or via email at: whistleblowing@ofsted.gov.uk 

Exceptional circumstances

If the complaint suggests that a child has been at risk of significant harm through violence, emotional abuse, sexual harassment or neglect, it may be referred without further notice to the children’s social care and/or to the Local Authority.

If a social services authority decides to investigate a situation, the Headteacher or governing body may postpone the complaints procedure. 

Where a matter can be resolved through a legal appeal, it will not be considered as a formal complaint. The key areas are: admissions decisions, certain decisions relating to formal assessment of special educational needs, and decisions to permanently exclude a child.    

Serial and persistent complainants 

Tutshill C of E Primary School will do its best to be helpful to people who contact them with a complaint or concern or a request for information. However, in cases where Tutshill  C of E Primary School is contacted repeatedly by an individual making the same points, or who asks them to reconsider their position, the  will need to act appropriately.
Requesting information

If the complainant contacts Tutshill C of E Primary School regarding the same issue again, the complaint may be classed as ‘serial’ or ‘persistent’ and the school does not have an obligation to respond. 

Tutshill C of E Primary School must ensure that a complaint is not classed as ‘serial’ before they have fully completed the complaints procedure. 

If a complainant attempts to re-open an issue which has previously fully completed the complaints procedure, the chair of the governing body will inform the complainant that the matter is now closed. 

Tutshill C of E Primary School will not take the decision to stop responding to an individual lightly. Tutshill School will ensure that:

· They have previously taken every reasonable step to address the problem.

· They have provided the complainant with a statement of their position.

· The complainant is contacting the school repeatedly with the same complaint. 

If Tutshill C of E Primary School believes that the complainant is continually contacting the School to cause disruption or inconvenience, or if the complainant is being abusive or threatening, Tutshill School has the right to not respond to the correspondent. 

Once Tutshill C of E Primary School decides to no longer respond to a complainant, the individual will be informed of this decision in writing. 

The complainant has the right to a third party representative, such as the Citizens’ Advice Bureau, throughout the complaints procedure. 

Any new complaint made by a ‘serial’ complainant will be responded to.

Complainants hold the right to refer their complaint to their local MP. This would not make the individual a ‘serial’ or ‘persistent’ complainant. 

Tutshill C of E Primary School will not deny any individual access to information that they have a right to under The Education (Pupil Information) (England) Regulations 2005. 

Barring from the premises

School premises are private property and therefore any individual can be barred from entering the premises. 

If a parents/carers behaviour is cause for concern, a school can ask the individual to leave the premises.

The Headteacher or the Local Authority will notify the parties involved via writing, explaining that their implied licence for access to the premises has been temporarily revoked subject to any representations that the individual may wish to make. 

The individual involved will be given the opportunity to formally express their views regarding the decision to bar them. 

This decision to bar will be reviewed, taking into account any discussions following the incident. 

If the decision is made to continue the bar, the individual will be contacted in writing, informing them of how long the bar will be in place. They will also be informed who their point of contact at the school is should they need to make contact with the school.
Anyone wishing to make a complaint regarding a barring order can do so in writing, including email, to the Headteacher or chair of governors. 

Role of the school complaints unit (SCU)

If a complainant remains dissatisfied once the complaint procedure has been completed, they have the right to refer their complaint to the Secretary of State.
The Secretary of State will only intervene when they believe that the governing body has acted unlawfully or unreasonably. 

The SCU will not overturn a school’s decision about a complaint except in exceptional circumstances, such as Tutshill C of E Primary School acting unlawfully. 
When making a final decision about a complaint, Tutshill C of E Primary School reserves the right to seek advice from the SCU on whether they are acting reasonably and lawfully. However, they will not be able to advise on how to resolve the complaint.  
In relation to specific complaints, the Local Government Ombudsmen may be contacted. 
5. Monitoring and Evaluation

All complaints and the action taken will be documented and a summary included in the Headteacher’s termly report to the governors, with advice on any implications for policies.

Complaints Committee report to the Governing Body, as necessary.  
Relationship to other policies

Anti-Bullying Policy
Attendance Policy
Behaviour and Discipline Policy
Complaints Policy

Confidentiality Policy
Safeguarding/Child Protection Policy 

E-Safety Policy

RSE Policy

Safer Recruitment Policy

SEND Policy

Staff Code of Conduct Policy

Whistleblowing Policy
Managing Violent and Abusive Visitors and Parents to Schools 

Health and Safety Policy

Freedom of Information Policy

Equal Opportunities Policy
6. Equality & Inclusion 

Tutshill C of E Primary School recognises that it has to make special efforts to ensure that all groups prosper regardless of their sex or gender, age, sexual orientation, marital or parental status or other family circumstance, race, ethnic or national origin, colour, creed, disability, it includes those with special educational needs; those who have difficulties accessing the school or services; those who speak English as an additional language; those who have frequent moves and lack stability leading to time out of school (e.g. children in care);those who as children are caring for others; who come from homes with low income and/or inadequate home study space; those who experience bullying, harassment or social exclusion; those with low parental support or different parent expectations; those with emotional, mental and physical well-being needs; those who exhibit challenging behaviour and those who come from ethnic minority groups including travellers, refugees and asylum seekers.
Reviewed in accordance with the DDA.

Document reviewed by HR Committee 

Name: Dr Marion Evans  (Governor)
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