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CALMORE INFANT SCHOOL

COMPLAINTS POLICY

RATIONALE: This Policu sebs oul how the school will deal with 9enerol comPloints. I}

is not intended bo cover those osPects of school life where the law sels sPecEPic comPlo,'m}s

Procedures, e.g. odmissions, exclusions.

Who[ should I do when H't'mgs are going we”?
We all like to know this. I} is a nalural Parf of life and it holds brue for children, feochers, Porenrs and

governors as well as the wider commun'du of neighbours, LA Officers and Polihcions who have resPonsibilif
for the success of schools. We encourage Poren}s bo tell us what has gone we“, lo ocknowledge the hard work

ond effods of erir child,s teochers ond senior leoders

Porents who are not sohsﬁed wiHm an LEA‘S decision obou} sPeciol needs ossessmerds

mou OPPGO[ lO H1e SEN Tribunol.

Further delails aboul these Procedures are available within school.

IMS

* To Prov'Lde an accessible and eosilu understood Procedure for comPlo,ir‘ds.

% To aid communicalion belween Porenfs and school.

* To encourage Porenrs lo express their views ot the earliest oPPodun’du, leough the oPProPriote
channels.

* To helP Porenls feel confiderd that their concerns will be dealt with as quicldu and effechvelu as

Possible.
PROCESS

InJrormol APProoch - Preliminorg Stoge — This is the most vilal stoge.




0. The vast major'dg Of concerns and complaints can be resolved informallg. Parenls need to sPea|<
with an aPProPriate member of staff as soon as H”LGH have a concern.  This will usua113 be the class
teacner, member of the admin team, Headleacher or Chair of Governors, depending on the nalure
of the concern.

0.2 If the person firsf contacled cannol deal with the malter immediatelg, s/he will make a nole of the
concern and deal with it ol the earliest Possible bime.

03 APPointments can be made with the Headbeacher bo discuss a concern.

0.4 Concerns exPressed lo Governors will be referred lo the relevant member of staﬁ or the Cnairman,
where aPProPriate.

05 The Headleacher may decide bo deal direcHH with certain concerns al this s}age.

06 If the concern relates bo the Headfeacner, the Parent needs to contact the Chair of Governors.

0.7 The person dealing with the concern will make sure thal the Parent is aware of what (U,‘ ang) aclion
or mon'doring will bake Place.

08 If no saHSfacLorH solukion has been found, Parents may wish their concern o be considered

FUFH’IGI".
:[j.' POY‘GI”LLS. concerns cannot be setHed J:o”owing Hw OII)OVC PFOCCSS, Hten:

Slage I - Formal Com'plaint l'O Headleacher

|.| Wnen a formal, wriﬁen complainf is made, 'd wi” be acknowledged wiH‘»in 3 Lo 5
working dags. The acknowledgement will give a brief explanahon of the school's
complainfs' Procedure and the intended date for response. This will normaHH be within
10 wor|<'m9 daHs ~ but may be up lo 20 dags.
12 An oPPodun'dH will be Provided b3 the Headteacner, or designate, for the complainant lo
meel with them lo suPPlemen} any 'mformahon Provided previouslg.
Complainants may be accompanied bH a J:riend, rePresentahve, or advocale who can sPea|<
on their benalf, and H‘LeH should make it clear beJ:ore the meehng tf Hweg have any special
requirements the school needs to be aware Of, €G- wheelchair access, signing ekc.
|.3 IJ: necessarH, Hw Head}eacner, or designate, wi” irderview w'dnesses and fa|<e sfafements
rom those involved.
|4 The Headleacher, or designale, will |<eeP wrilten records of meehngs, lelepnone
conversalions and other documentalion.
|.5 Once all relevant J:acls have been eslablisned, the Headleacher, or designale, will either
meel the complainanl lo discuss/resolve the malter direcHB, or give a wrillen response.

|.6 Governors' Complainls Panel wi” carry oul au Stage 2 Procedures Lf Hw concern is



regarding the Heod}eocner, or LJ: the Headleacher has been very closelg involved o} Slo,ge I
|.7 Parents who remain unsohsﬂed will be referred lo Stage 3

Slage 2 - Formal Comlploinl lo Chair of Governors

2.| Porents need lo wr'de fo Hw Choir Of Governors, ouHining Hweir comploin}, o,nd exploining
their reasons for Pursuing beHond the Heodleocher, and enclose any relevant Poperwork
22 The limescales for ocknowledging the comploint and moking a response will be as those for

the Headleacher dealing with the issue.
23 This sloge offers o Posihve oPPorh),n'dH for acnieving conciliation belween all Porhes.

Slage 3 - Formol Comlploint lo Governing Bodtj

3.| Porents need to wrile Lo H1e C[er|< of Hw Governing BodH, ouHining Hle complaint,
exploining their reasons to go begond Previou,s responses and enclose any relevant
documents.

32 The Clerk to the Governing BodH will write bo Po,renr lo acknowledge receipf of the wrilten
reques}.( Conlacl for Clerk see websile or ask al oJ:fice)

33 The Cler|< Wi“ orrange LO convene a GOVCFHOFS‘ Comploints Po,nel elec}edfrom members

of Hwe Governing BodH.

3.4 Tne Cno,ir / Vice Cno,ir wi” ensure Hw,t Hwe comploint is heo,rd bg H1e Po,nel winin 20
wor|<in9 dogs of receiving Hw leHer al 3.|.

(All relevant correspondence will be 9iven lo each Po,nel member as soon as the
composihon of the Po,nel is conJ:irmed. If corresPondence is exfensive, the Chair of the
anel will prepare a Hmorou,gn summary ror sending lo Panel members.)
35 The Chair / Vice Chair of Governors will write and 'Lnform all relevant Parhes atleast 5
doHs in advance of the dcde, lime and Ploce of the meehng.
3.6 Fo”owing Hwe meehng, Hte Ponel wiu consider o,ll Presen}ed evidence. H will Hlen
(o,) reoch a unanimous, or o,} leasf mod'or'dg, decision;
(b) decide upon aPProPrioLe aclion bo be baken to resolve comploinl;
(c) where aPProPriote, suggest recommended chonges lo school sgs}ems or Procedures lo
ensure Problems ofa similar nalure do nol re-occur,
(d) send a wrilten stalement on the decision to Parents and the school within 15 working
days.
37 The aim of the denel is bo resolve the complo,inl and achieve reconcilialion belween the
school and the comploinonl. However, it has bo be recognised that somelimes it may oan

be possible lo esloblisn facts o,nd mo,|<e recommendahons wnich will sahsw Hw



complainont H"LOL Hw maHer hO,S been }aken seriouslg.

Slage 4 - The Locol AuH‘torilB
If, having gone leough Stages | 2 and 3 you are sh“ unhappg le*» Hw way your complalnl ho,s been

dealt with, you can bake your concerns lo the Local Aulhoritg.

Your complalnl needs o be Put in wrlhng and will be acknowledged bg receiPL within three workin
dal:js. The designo,ted Officer in the auHmorilg will inveshgale and review as aPProPrlate, aleugh H‘»eg
have limited powers lo intervene and will usua”g be able to do no more than express a view about the
complain} and the means of resolving i3

You should receive a fu,” response within [5 worl(mg daHs. Where this is not Possible, you will be
’mformed and 9iven a set dale bH which you can exPecL b receive a fu” response. Should you be
clissahsped with the way the Local AunritH handled your complaint, you can bake it o the Local
Government Ombudsman. The Ombudsman deals with complaints aboul maladministrohon, but does
not cover malters ko do with Council or school Policg. Further 'mformahon aboul how to compla’m lo the
Ombudsman can be obtalnedfrom mosk Countﬂ Council recephon Poin}s.

Your f'mal resor} is bo wrile lo the SecrelarH of Shale for Educalion and Emplogment.

In Summar

Remember that this process exists so that Po,renFs views can be heard, and so Parents can hear the
views of those responsible for the educalion of children. You have righls and resPonslbllihes and so do
your children. Teachers and governors have righls and resPons‘Lbllihes Loo, as do the Officers of the LA,
The aim must be fo ensure that each complalnl should be deall with fairlH and Properlg for all
concerned. Regular communications with the school and 55 the school will ensure that the need for

complainls is reduced.

The laﬂer stages OJ.‘ Hw PFOCGSS are rarelg U,SCCl, bUlf remain POFIT OJ.‘ H’te PFOCCSS. The services O‘Ffered l'O
Parenls Oﬂd Hwe relahonships behveen Partners are lmproved bH a POSil?iVG FGSPOHSGJ.TOITI GVGFHOHG EO

compllments, concerns and complaints.



GUIDANCE DOCUMENT FOR PARENTS

Calmore InJ:o,nl SChOOl - SummorH Grid

Thefollowing kable may help lo clarifﬂ where lo complain in H\»efirst 'mstonce. H is nok intended to be a

sPecific sta}emenk buk is OJ:J:eredJ:or guidance.

Nalure of comploinl To whom i} should be addressed in the first inskance
Lack Of progress of own child Class teacher
Behaviour of own child Class teacher
Behaviour of other children Class teacher

If, in any of the above cases, the situation is not reso/ved, the com,o/aimt should be kaken to a more senior

member (?/.‘ Sl'%[f 6.3. /‘\ssisfanf /'/ead or DGPU}H Headfeacher. The mcy’orify OJL' complainfs are SGI'HGCI G/’

f/u's poinﬁ
Competence of class feacher Head Teacher
Complaint aboul the curriculum Head Teacher (if shill unresolved, the complaink should be

taken to the Chairman of Governors, who may send i on the
LA dePending upon the nalure of the complaink).

Dissahs]:o,chon with the way the Head Chair of Governors

Teacher has handled the complainf

Complaint aboul the Head Teacher Chair of Governors

DissatiSfachon with the way the Local AquoriLH

Governing BodH has handled the

comPloink

Disso,HsIo,chon with the way the Local Ombudsman
AunoriLH has handled Hle complaink

Whal LO dO when Hlings 90 wrong



IJ[ HOU l‘lGVC a concern

We would PreJ:er lhal 3ou le” us about il, as soon as Possible. Il is difficuu J:or us lo inveshgale

Properlﬂ an incident or Problem which has happened some Fime ago.

Who should I lalk lo?

Most concerns can be dealt with most quicklg and effechvelﬂ H‘»rough informo,l discussion with your

child’s leacher.

Wi” whaf I say be /(e’pf carbridenh'al?

YOU can GXPGCIT H’LO[’ maHers l\.jOU, raise Wi” be lrealed in confidence, but Parents QlSO need LO unclerslo,nd
HICLIT l'O FCSOlVG Problems, andfind Hme best WOH J,‘OI“WO,FCL Hme teacher mO,H I”LO,VG ITO makefurHler enctu,iries.

AnH inveshgahon undertaken bH Hw school is conducted W'LH"L sensihvitﬂ and care.

What 5[ if is dgrficu” ;la ;lal/( ;La my c/u'ld 's feac/zer abaui my concern.?

Should it prove awkward lo aPProach your child's teacher, you should seek help from the Headleacher.
The Headleacher recognises Hw,t some situahons can be diﬂticuu o,nd sensihve, and wi” Lake
o,ppropriale sleps lo J:o”ow up your concerns, and lo discuss the oulcome with you Clearlg, lime needs
lo be allowed for Hus, but conkact will usua”g be made with you ina relahvelg short space of bime (we

aim for 3 Lo 5 working clo,gs).

Can I lalklo samebady who is inde’pendenf of the school sfaﬂ‘?
Ihis Possible bo aPProach a School Governor with a concern. However, Governors will alwags
encourage you Lo speak WiHl Hw clo,ss Leocher in Hw firsf instance, o,nd H‘»en Hw Headteacher Uf

necessarg, EI: lJOU, hOVG nol alread}j done SO.

W/zaf is Hze dgrference bel'ween an InJrormal and Forma/ cam'plaimt?

EO,CI'I OJ'.' H'Ie Sil’UOhOﬂS ObOVG is an example Of hOW concerns can be addressed informallﬂ. GOOd

communicahon and discussion of Problems o,llow issues lo be deall win cluicklg. The process isa



verbal one, WhiCI‘l USUO“H d'LFGCHH involves HOU,, as Hw Parent, o,nd a member Oj.' Slfaff or Hw Headteacher.

Dealing with mallers 'mformo,llu isa very effechve method of resolvmg issues sahqactorilu.

A complaink becomes formal when the concern is koo serious ko be deall with 'mformo,uu, or when

'mformal OPPFOOCheS hOVC HOl' been odequalelu dea” WlH’L.

A formal complo'ml should be made to the Headleacher. The Headleacher will ask o meel you for a
discussion about the Problem. You may bake o,friend or someone else with you U.‘ you wish. The
Headbeacher will conduct a J:ull inveshgohon and you will receive a wrilten or verbal response lo your
complainf.

Should the complaint relate bo the Headteacher, then the complainl needs o be in wrihng lo the Chair of
Hwe Governing Bodu, via Hwe School Office.

Certain Lupes of complainf are alreadu covered bu Sfahﬁoru Procedures laid down bu Hampshire
Counku Council o,nd Hw Governmenf; Hmese cover complaints about Hw curriculum, o,dmissions o,nd

exclusions from school.
You can expect lo receive wriHen acknowledgemenf Of your complaint wiH'»in 5 working daus of Hw
school receiv'mg your lo,Her, o,nd tf Hw complaint is covered 53 one of Hw Slalutoru Procedures, Hw

schoo[ wi” Provide you wiH1 de}ails in how Hlese Procedures wor|<.

Whaf /IG’D,DBDS 5[ maHers Sh” llGVC naf been I'GSOIVGJ.P

Il is veru rare Hw,l a complainl wiu reach Hwis stage, buf LJ: it does, Hw nex} sfeP is fo involve an

independent o,nd imparhal review Po,nel, made up from H‘»e Governing Bodu.

You should wrile to the Clerk ko the Governing Bodg. The Clerk will acknowledge receipt Of your lakter
and advise you of the process lo be undertaken. The meehng of the Governors’ Complamls Panel will
conduct a J:ull and independenf inveshgahon, including in}erviews Oj.‘ Hwose 'mvolved. Theu wi”
deliberate on the issues and you will receive a wrilten response lo your complaint and be advised of the

OPPteS PT‘OCGSS.

Anu oppeals process wi[l normo,llu 'mvolve Hm Local Educahon Aulhoritu and ulhmakelu Hw Secrelaru
of Slale for Educahon. Il is exlremelu rare Hwoi a comPlamt will progress Lo H‘»is skage.



CALMORE INFANT SCHOOL

POFCDLS‘ ReJrerence - General Com'pla'mls' Procedure

Aims of Guidance

% early resolulion of concerns through inormal discussion,

2 provision of well defined lime-scales and named conlacls;

% rocus on resolution and review rather than blame;

< promotion of congidenlialily and discrelion;

% rair (and bransparent) investiqalive processes ror all (star and complainants);
% School complainks procedure will be published and accessible;

% School stagr and Governors o be ramiliar with the procedures;

o complainls relaled lo school issues will normallﬂ be considered inlerna”g, unhl Hus Procedure ho,s

been exhausted

s School wil keep a record of complaints

The school will use o 3 skage appraach ko dealing with complaints, ko help parents/quardians reel
congident thak Hheir concerns will be dealk with as quickly and egpechively as possible.  The stages will be

Ff[lOWde;equT[lliallg. How:i:ver, er school o,nd LEA feel very sfronglg H'lo,t Hwere isa vifo,l Preliminarﬂ
siage fo fne fo ow'mg proceaures.



Preliminorlj Sloge - InJrormol Alplprooch

POT‘GI’I[‘S‘ OPPOFITU,n'LtH ITO SPCOI( inJ.‘OI“mOHH WiH’t an OPPFOPriOlfe member OJ,‘ SLOJ'.'J: as soon as Hleg I”LO,Ve a

concern. This Wi“ USUO”H be Hw ClGSS }eocner.

8}096 I - Heodteocner

Porents ShOUld mo,|<e an oPPoianenL LO SPGGI( WiH’l Hw Heod}eocner ObOUIT Hmeir concern.

IJ: Porenls' concerns cannol be o”oged fouowing a conversation with the Heodteodcher. then
informo,hon will need to be 9o,Hwered and it may require Porents bo lisk their concern and enclose any

OPPFOPI"iGlfe PGPCY‘WOFI(.

If Hns is so, Hw Head}eacner, or senior member Oj.‘ stoff, wi” endeavou,r Lo resPond in wrihng as soon as

Possible (opproximate[g 5 do,gs). For more in depH‘r enquiries o,nd 0 response, opproximo}elg 20 doﬂs.
Porents who remain dissahsﬂed will be referred Lo Stoge 2.

Slaqe 2 Chmr Of GOVGI"I’IOI"S

Porenls need LO oddress concernsina leHer L Hw Cnair Oj.‘ Governors /Clerk ITO Hw Governors. The
le“er needs ITO ouHLne H”tell" comPloLnL exPlaLnLng Hme reosonsror Pursuing 'Lt begond Hw Heodfeocner

response o,nd enclosing OI”LH relevo,n} PQPGFWOI"I(.

Tne Choir of Governors / Clerk fo H1e Governors will give a wriﬁen response acknowledging Hme
comploin} (oPProximoLelB 5 doHs).

Tne Choir of Governors decides wno is resPonsible for deoling wiH\» Hle issue o,nd Hmerefore powers

ovoilable Lo Governors in deoling win Hw complainf

Tnis stoge offers concillahon beMeen o” Porhes.

Slage 3 - Governing Bodghs Comlplo,ints Po,nel - reconsiderahon or review
In the rare circumstance that o Porent is unhoppa with the outcome of Sfo,ge 2, the Chair of (rovernors
may ofrer the righf of oppeol bo the Governing Bodgis Comploinfs Panel.

Parenls need ITO reolu,es} an OPPGO[ in wrihng l’O H‘»e Clerk lO H‘»e Governors. Porenls need ITO describe H'Le

issues in detoil ond say WhH Hwea were dissohsﬂed wiHm Hle oufcomes o,t Sfo,ges | o,nd 2.



Parents should onlu write to the Clerk and not individual Governors as this canJeoPardize selhng up an

imparhal commitlee.

Paren}s Wi” be made aware bH }he Clerk H’LO[’ an OPPCO[ lTO GOVCFHOFS WOU,ld be eiHmer a reconsiderahon

or a review Oj.‘ Hw issue.

The process of reconsideralions (considering o,fresh) Or reviews is dependen} upon the nalure of the

issue.
Finallu: Thisis as foras the school's 9enero,l comPlain}s Procedure qoes, unless the malter related to

Nohonal Curriculum or Provision for co”echve worship or religious educahon. In Hns case, Stage 4,

Parenls can 05'( Hwe SChOOlfOI"fU,I"H’ler‘ de}ails or COﬂtOCl’ Hw I_EA

CALMORE INFANT SCHOOL

General Comlplo'mts' Procedures - SLOJ[.‘J[.'

Dealing win concems/comlploinls 'erormaug

|. Il is imPorlanl H‘»al Parenls feel o,ble Lo raise concerns abouf Hw school wiH‘»ouf any J:ormalitu -in

person, bu Lelephone orin wrihng.
On occasion it may be aPProPriale for someone bo ack on behalf of the ParenL

2. Inihauu it may be unclear Lf a Parent is asking a queshon or exPress'mg an opinion ro,Hwer Hwo,n
mal(mg a compla'mf /\ Paren} may wo,nt a Preliminaru discussion abouf an issue Lo help decide

wheHler tO LO,I(G H‘»e iSSUG}'UFH’ICF.

3. ClQFUTIJ WiH‘L Po,renls H'Ie no,lure OJf Hm concern, reassure H'Lem H’IQIT Hm SChOOl wants tO heo,r OBOU,L it

and Wi” endeavour ITO resolve OI’IH issues.

Il could be helpful lo idenhfu Hme lupe of oulcome Hm parenl is lool(mg for.



Formol com'plainl LO Headleacher

4.

One reason for hav'mg various ‘s}oges' ina complo’mls' Procedure is bo reassure complo‘manls that
their 9rievance is belng heard bg more than one person. Norma”g, Prellminarg or Stage | concerns
are deau wiH1 [)5 Hw class }eacher, but Hw Head}eacher mo,ﬂ 'mtercede al Hns Po'm} U,‘ il is
considered necessary. If the Headleacher has been heo,vilg involved al Stage |, then Slage 2 would
need ko be carried oul 55 the Chair of Governors.

Formol Complainl LO GOVGFHOFS

5.

Comploinls onlg rarelH reach H;is formal level, but i} is imporlan} Hmt Governing Bodies are
Prepored to deal with them when necessary. Al this stage the school should seek advice from the

LEA. This can Provide a usefu,l ‘outside view' on issues.

Il is imporlanl Hmt H1e review not oan be independenl and imparhal, but Hmt i} be seen as so.
Hence sPeciaug convened Panel and nol the enlire Governing Bodg because serious conflicts of
interest can arise, e.g. a complaint mag resuu in discip[inarg acﬁon o,go,'ms} a member Oj.‘ staff o,ncJ,
Governors migH be required lo g'we an u,nPrejudiced hearing lo an aPPeo,l bg the staff member
concerned. Similar[g, some (overnors might have Previous knowledge of the Problem which led to o

complaint o,nd would be unable to 9ive a J:o,ir, unbiased considerahon OJ.‘ H1e issue.

It may be necessary for the Governing Bodg lo aPPoin} reserves bo the Panel to ensure thal 3
Governors are available fo carry out their bask within the set lime. Panel members should be
Governors wiH1 no Prior 'mvolvemenl wiH1 H1e comPlamf. If not Previouslg 'mvolved, Cho,ir (0]
Governors should chair the Panel otherwise the Vice Chair should do it. Governors will need fweigh
up advanlages of having a Parent Governor on the Po,nel, and be sensilive fo issues of race, 9ender
and religious affiliahon. Itis not rea”g aPProPria}e for the Headleacher to be on the Panel.

The Chair or Vice Chair of Governors should invite the Headleacher to altend the Panel meehng and
prepare a written rePorl for the Panel in response bo the complainf The Headleacher may also
'mvile members Of slaff direcHH involved in mo,Hers ro,ised bH Hw complainan} Lo resPond, in wrihng
or person, lo the complain}. All relevant documentalion should be received b}j a_u concerned ot least

5 worl(mg do,Hs before Hwe meehng.

Involvemenl of slaﬂt, oH‘»er Hmcm Hme Headleacher, is su[zjecf Lo Hw discrehon of er Chair of Hw
Panel.



0. Tkis the resPonsibilllH of the Chair of the Panel bo ensure thal the meehng is Properlg minuled and

that all communicalions are reated with discrelion and confidenho,lihj.

Il The aim of the meehng should be bo resolve the complainr and achieve reconcilialion belween school
and complainanr. However, it should be recognised that it may oan be Posslb[e lo establish fo,cfs
and make recommendalions which will sohsw the complainon} that the complainr has been laken

seriouslg.
I2. The Panel should remember thal many Porenrs are unused lo deol'mg with groups of People ina
ormol siruohon ond mag feel inhibired obour speok’mg lo er P onel. The recommendahon,

lhereJ:ore, is that the Chair of the Panel ensures thal the Proceedings are as informal as Possible.

|3 The SChOOl ShOU[d ensure Hlat a COPH OJ.‘ Ou corresPondence o,nd no}es are l(ePl' in inle W.LH‘L.LI’I Hw

SChOOl FCCOFdS. RGCOFdS ITO be l(ePlT SCPOFO[’G[B from PU,P'll)S Persono[ FCCOFdS.

CALMORE INFANT SCHOOL

STAFF REFERENCE - GENERAL COMPLAINTS' PROCEDURE

Au SLO‘H.‘ need }OI

o M advicefrom Hw LEA's Personnel Advice Service, Tel: O|q62 86q6||. Theg wiu 9ive

'mformo,ﬁon wiH1 rego,rd ro Procedures Hwo,r are Perhnenf ro an Lndividu,o,[.

X Conlacr your union as Hmeg wi” 9ive sPecific o,dvice o,nd suPPorL



