Complaints procedure . . o

Who can make a complaintz  — © SN ald]
This complaints procedure is not limited to parents or carers of &hildren that are registered at the: school.
Any person, including members of the public, may make a complaint to Northstead Community Primary:
School (The school) about any provision of facilifies or services that we provide. Unless cornplaints are

dealt with under separate statutory procedures (such as appeals relafing to exclusions or admissions},

we will use this complaints procedure. . T *3"" ; \OQ‘_,}\
The difference bétween a concern and a complaint -~ - “1[ {22,

A’concern may be defined as ‘an expression of womy or doubt over an lssue considered to be important
for which reassurances are sought’, ' ' S S

A complaint may be defined as "an expression of dissatisfaction however made, _'._abou;‘ actions 'taken ora
fack of actiond. - : o : :

Itis in everyone’s interest that concerns and commiplaints are resolved at the ealiest possible stage. Many
issues can be resolved informally, without the need to use the formal stages of the complaints '
procedure. The school takes concems sefiousty and-wil make svery efiort to resolve the matfer as -
quickly as possible. | TN ’

If you have difficulty discussing a concern with a particular member of staff; we will respect your-views. In
these cases, the headteacher, will refer you to another staff member. Similarly, if-the member of staff
directly involved feels unable to deal with a concern, the headieagher will refer you to another-staff ..
member. The member of staff may be more sénior but does not have to be. The ability to consider the
coricern objectivély and impartially is moreé important. .07 N R
We understand however, that there are occasions when people would like to raise their concerns
formally. In this case, the school will attempt to resolve the issue internally, through the stages dqtlined
within this complaints procedure. o - S

How to raise a concern or make 'a__c@mp%ﬁiaint
A concem or complaint can be made in person, in writing or by telephone. They may also ba made by a
third party acting on behalf on a complainant, as long as they have appropriate consent to do so.

Concér_ns shouid be raiséd with either the class teacher or headteacher. If the issue remains unresolved,
the next step is to make a formal complaint. T | S
Complainants should not éppféach incii\}idual, govembrs"tp. :faisé CONCers or complaints, They have ho
power to act on an individual basis and it may also prevent them from considering complaints at Stage 2
of the procedure. e : - 3 :

_Comp!aints against school sizaff (exce.pt the headfeachei') should be made in the first instance, to the |



).

' headteacher via the school off ce, Ptease mark them as Prrvate and Confidential

Gomplamts that rnvoive or _are
B of Govemors}, vra the school :

¢ Complalnte about the Charr of Govemors, an ndividisal gouernor or' the whole governmg body should
be addressed fo M M Prmce (the Ci_ rk to the Govemmg Body) via the school office, Please mark them

as Prwate and Confi dentra!

For ease of use, a template complaini form is included at the end of this procedure. If you require help in
completing the form, please coritact the schoot office. You can also ask third party organisations like the
Citizens Advice fo help you. _

i accordance with equality Iaw we will consider making reasonable adjustments 1f requrred to enab[e
complainants fo access and complete this complaints proce edure. For instance, provrdlng\ mformatron in
alternative formats, assisting complamants in razsmg a formal complarnt or holdlng meetrngs in-
accessrble !ocatrons S . S - e U

Arwnymeus cemplamte

‘We will not normally investigate enonymous complamts However, the headteacher or: Cherr of
Govemors if ap.propriete, wrli determine whether the complamt warrants an mvestrgatron
Time eca&ee

You must raise the complalnt within thrée ménths of the incident or; where a series of assboiated
incidents have occurred, within three months of the last of these incidents. We will consrder complarnts

niadé outside of thrs time frame if axcepfional circumstances apply.

Cempiatrtte recewed eutetde ef term ttme

We will consider complaintsmade outsrde of term fime 1o heve been recewed on the first schoul day -
ftertheholrdaypenod g L C : . ‘

Seepe ef thre Cemp!amte Preeedure

This procedure covers alt camplamts about any provrsmn of commumty facmtxes er semces by _
Northstead Community Primary School, other than cumplamts that are deatt w1th under other statutory

procedures rncludmg those lrsted beiow

Exceptrons — ” Who to contaet

« Admissions to schools Concems about admissions, statutory assesshtents of
— Bpecial Educatlonal Needs, or school re—orgamsetron _
* Statutory assessments of proposals should be ralsed with North Yorkshrre County

Special Educational Needs. .Councrl

s School re-organisation
propcsals

& Mattere likely to require a Chsld Complarnts about chtid protectron matters are handled _
. Protection Investigation o under our child protec:tron and safeguarding pohcy anct in
- aecordenee wrth re!evant statutory gmdance .

If you ha\ze serious concems you may wish to ccntact : “
the Iocal authorrty desrgnated officer (LADG) who has




local responsibility for safeguarding or the Multi-Agency .

Safeguarding Hub (MASH),
s Exclusion of children from Further information about ralsing concerns about

school* ' - ‘exclusion can be found af: WwWWw.qov. uk/schoel—

- o] diseibline-exclusions/exelusions. o
“*complaints abotst the gpplication of the behaviour policy
- | can be.made thraugh the schoof's complaints procedure,

Whistieblowing -~~~ | We have an intemal whistleblowing procedure for all our
e .-employe.es including temporary staff and oontrac:tors

&

The Secretary of State for Education is the prescnbed
| person for matiers relafing to educationfor =~
whistleblowers in education who.do not wart to raise .
matters direct with thelr empleyer Referrals can be

- Fmade.at www.edycation.gov.ulk/contactus,

Volunteer staff wha have concerns about our school
should complain through the school’s complaints
. .- Brocedure. You may also be able to complain direct to
_|the LAorthe Department for Education (see link above)
' ‘dependmg on the substance of your ccmplamt
e Staff grievances Complaints from staff will be dealt with under the '
Co e L s ehinols lntemal gne\tance pmcedures Be

Staff conduct : ] 'Gomplamts about staﬁ’ will ba dealt with underthe ' '_
BT oo e gehiools intenal dlsclplmary procedures, if appropnate

Complalnants wﬂl not be mformed of ¢ any disciplinary
action taken agalnst & staff membier 45'a restilt of a
| complaint. However, the complainant will be notified that
| the matter is being addressed. . .

e Complaints about services Praviders should have their own complaints procedure to

provided by other providers deal with compiamts about setvice. Please contact them
who may use schodl premises | diregt. S R T T
or facilities

»  National Curriculurn - content | Please contact the Depariment for Education at -
.| www.education.gov.uk/contactus

P T

If other bodles are investigating aspecis of the comp]amt for exam ple the pohce local authonty (LA)
'safeguardmg teams or Triburials; this'may impact on our ability to adhers fo the timescales within this
procedure or result in the procedure heing suspended until those public bodies have completed their

investigations. . . .

R R T

If & complainént comimencas legal action against Northstead Comimunity Primary School in retation fo
their complaint, we will consider whether to suspend the complaints proceduire in relation to thair
complaint untif those E_agal,;]qrof:;:eedingsghave concluded. -

esaﬁvmg @@mpﬁam*&s »

At each stage inthe procedure the schoc[ wants to resclve the comp%amt If appropnate we will



acknowledge that the complaint is uphetd in whole or In part. In addition, we may offer one or more ofthe
following: ' - T .

e an explanetlon | o _ o
s an admtssmn that the sﬁuetien could have been handled differentty or better
o an assurance that we wilt try to ensure the event complained of will not recur

« an exptanatien ‘of the steps that have besn or will be taken to help ensure that it will net happen
again and an indication of the timescales within which any changes will be made '

o an undertaking to review schiool palicies in light of the complaint

. an apo!egy

Wathcts*ewa! et a Cempteint

lfa oompleinant wants fo withdraw theit cemplamt we will ask them to confirm this in writing.

Stege 1

Formal complamts must be mede to the headteacher (unless they are about the headteacher), via the .
school office. This may be done m person m wntmg (preferably on the Complaint Fenn) or by
tetephone : oo -

The headteacher will recerd the date the cemplemt is received encl will ecknowledge recelpt of the -
complaint in writing {either byl letter or ema:l) w1thm ﬂ\re echoo! days

Within this response, the headteacher will seek to elanfy the nature of the comp!amt ask what remems
unresolved and what outcome the: cemplamant would like to see. The headteacher can consider whether

a face to face. meetmg is the mest epprepnate wey ef demg thle j
.4

Note: The headteecher may delegate the: mvest{gat:en fo enother member of the schoe!s senior
!eedershrp teem but not the decision to be taken. = ¢ o

Durmg the mvestlgatien the heedteacher (er mvestzgater) wxll

e if necessery, mtemew these mvolved in the matter and!or these complalned of allowmg them fo
be accompanied if they wish

e keep awritten record of any meetmgsimtemewe in relat;en te their mvestlgetien -

At the conclusion of their 1nveet[gatton e headteacher Wil ‘prowdeﬂa formal w_ntten response within
fwenty ¢ school days of the dete of recelpt of the compiamt

[f the headteacheris unable to meet thzs deadlme they wﬂl provnde the cemplamant w:th en updete e,nd
revised response date. F IR . e

The response Will detail any actions taken to investigate the complaint and provide a full explanation of
the decision made and the reason(s) for it. Where appropriate, it wi 1l metu_gte details of actions the school
will take to resolve the complaint. : S

The headteacher will advise the complainant of how to esca!ate their comptamt should they remain.
dissafisfied with the outcome of Stage 1.

if the complaint is about the headteactier, ora member of the geverhihéj bedy(mc!udmg the Chair o’r -
Vice-Chair), a suitably skilled governor will be appointed io complete ali the actions at Stage 1.




Co;nplaints about the headteacher or member of the governing body must be made to the Clerk, via the
school office, : - : : |

If the complaint is;

e jointly about the Chair and Vice Chair or
= the entire gove_mieg' body or
¢ the majority of the goverming body

Stage 1 will be caneidered by an mdepencient mvestigator appomted by the goveming body. Ai‘ the
conclusion of their mvest:gaﬁon, the mdependent lnvesilgator will prowde a formal writen response.

Sﬁage 2

If the complainant is diSSEif!Sf ed wath the outccme at Stage 1 and w;shes te take the matter further they
can escalate the' eomplamt to Stage Z—-3a meetmg with friembers of the govermng hody’s complaints
committee, which will be formed of the first three, impartial, goverfiors-available: This is the final stage of
the complaints procedure, . : , :

A réquest to escalate 1o Stage 2 must be made fo ihe Clerk via the-"='sthcie] -dfﬁée;"Within:ﬁve SChOOf days
ofrece1pt0fthe8tage1 response, - T A P

The Clerk will record the date the complamt is received and acknowledge rece:p’t of the complamt in
writing (elther by lettéror ‘emaill) within five schéol days.’ LR

Requests received outside of this time frame will only be consndered if exceptrona! carcumstances apply.

The Clerk wiil write to the cemp!amant to inform them of the date of the meetmg They will aim to -
convene a meeting within twenty school days of. recelpt of the Stage 2 request. If thls is not possrbie the
Clerlc will provide an an‘clmpeted daie and keep the co mpiamant mfcrmed )

If the complainant rejects the offer of three proposed da’:es uwthout gaod reason the {}lerk wﬂl dec:lde
when o hold the meetmg Tt will then pmeeed in the' complamant’s absence on the bas;s of wntten
submissions from both parties. '

The complaints committes will consist of at least three .govemors with ng. prior involvement or knowledge
of the complaint: Prior to the” mesting, they will décide amongst themselves who will act as-the Chair. of
the .Complaints Commities. If there are e fewer than three governars from Northstead Commumty Primary
Schao] avaf!eble the Clerk wnll source any addltlena! mdependent govemers through another local
school or threugh their LA's Govermor Services team, in order to meke up the committee. Altematweiy,
an entirely independent cornmitice may be convened to hear the complaint at Stage 2.

The committee will decide whether to deal with the complaint by inviting parties fo a meetmg or Through
written representations, but in making their decision they will be sensitive to the complainant’s needs.

If the ccmpfamant is invited 1o attend the meeting, they may bring someene along to prewde suppoﬂ
This can be a relative or friend. GGenerally, we do not encourage either party to brmg legal

representatives to the committee meeting. However, there may be occasions when legal representation
is appropriate,

For instanee, if a school empleyee is cal]ed as awitness in a compiaiht meeiing,"they may' Wieh te be
supported by umon and!er Iegal representatron R o

- Noz‘e Compfamfs about sfaff conducf it not generafiy be hancﬂed under this complamfs procedure



Co}npiainants will be advised that any staff conduct complaints will be considered under staff disciplinary
procedures, if appropriate, but outcomes will not be shared with them.

Representatives from the media are not permitted to aitend.
At least twenty school days before the meeting, the Clerk will: -

s confirm and notify the complainant of the date, time and venue of the meetmg, eneurmg that, if the
complainant is invited, the dates are convenient to all parties and that the venue and proceedirigs
are accessible

o request copies of any further wntten matena[ to be submrtted to the commlttee at Ieast ten schoot
days before the meetmg ' : g : S L _

Any written ma‘terlal will be c:roulated fo all part:ee at Ieast five school daye before the date of the
meeting. The commities will not normally accept, as evidence, recordings of conversations that: were
ebtamed ooverﬂy and w:thout the mformed consent of a[I partiee bemg recorded :

The committee w1ll also not review any new: complalnte at thls stage or COI’ISlde ewdence unrelated te
the initial complaint to be included. New complam’[s must be dealt wnth from Stage 1. of the procedure

The mesting will be held in private. Electronic recordings of meefings or conversations are not normally
permitted unless a complainant’s own disability.or. special needs require it. Prior knowledge and congent
of all pariies attending must be sought befare meetmgs or conversations take place, Consent wm be
recorded in any mlnutee taken

The commlttee w;ll oonsnder the complamt and aiI the ewdenoe presented The commlttee can
° _uphold the complaint inwhole orinpart .. . . . . o
 dismiss the complaint inwhole or in part. -
ffthe eomplamt s upheld in whole or fn part the cemmlttee wﬂ[ ‘f R - .',',___‘":". :;_ =
e decide onihe appropnate ac’aon to be taken to resolve the complamt S '

" where appropna’ie recommenci changes to the sohool S eystems or prooedures to prevent s;mllar ,‘
issues in the future. . ‘

The Chan' of the Committee will provide the complairiant-and Northstead Gommunlty Primary . School '
with a full exp]enetion of their decision and the reason(s) for it, in writing,. within ten.school days. -

The letter to the complamant WIII mclude de’:eﬂs of how to contact the Department for Educatlon if they
are dlseatlsf‘ ed w1th 1the way thelr complam’c hee been handled by Northetead Commumty anary o
Sohool '

If the complamt is:

‘e jointly about the Chair and Vice Chalr or -
s the entire goveming body or -
» the majority of the govefning hody
Stage Z w:!i be heard by a oommrttee of mdependent co- opted govemors

" The response will detail any actions taken fo invesligate ’the complaint and provlde a fu]i explanatlon of
the deCESIOl‘l made and the reason(e) for it. Where appropriate, it wil ;nclude details of actions Northstead




Community Primary School will take to resolve the complaint.

The response will also advise the complainant of how to escalate their complaint should they remain
dissatisfied. " '

Next Steps

If the complainant believes the school did not handle théif complaint in accordance with the pblished .
complaints procedure or they acted unlawfully or unreascnably in the exercise of their duties under

education law, they can contact the Department for Education after they have completed Stage 2.

The Department for Education will not normally reinv_est‘ige_;te the substance of (;omplai.r_lts.or overturn
any decisions made by Northstead Gommunity Primary SeHool, Thay will onsider whether the school
has adhered to education legislation and any statutory policies conne;;tgd with the Qorn_plaint. -

The: comp!ainant can refer their complaint to the Department for Education online at:
www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by wiiting to:

Department for Education
Piccadilly Gate

Store Strest

Manchester .

M1 2WD.



‘Northstead Community Primary School Complaint Form

Please complete and retum to Mr J Lidgley, the headteacher who will acknowledge receipt and explain
what action will be taken, I

Your naie: ..

Pupfl’s _r\_lé-mér(i_fﬁre_l_evant):_ : ;

Your relationship to the pupl (f relevant)

Addfess: |

Postcode: .
Day time telephone number:
Evening telephone number:

Please give details of your complaint, including whether you have spoken to anyb‘ody ét'
the school about it.




Signature:




" Roles and Responsibilities -

Complainant

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

e respond promptly to requests for information or meelings or in agreeing the details of the complaint

e ask for assrstance as needed

e freat all those involved in the complaint with respect
o reirain from publicising the details of their complaint on social media and respect conﬁdentiaﬁty.

Investigator

The investigator’s role is to establish the facts relevantto the complaint by

e providing a comprehenswe open, transparent and fa:r conmderatmn of the complaint through

o sensitive and thorough interviewing of the complalnant to establish what has happened and wh'o
has been involved

o Interviewing staff and children/young people and other people relevant to the complaint

o consideration of records and other relevant information

o analysing information

e liaisihg with the complainant and the complaints co-ordinator as appropriate to clarify what the
complainant feels would put thmgs right.

The investigator should:
» conduct interviews with an open mind and be prepared to persist in the questioning
* keep notes of interviews or arrange for an independent note taker to record minutes of the rﬁééﬁhg
o 'ensure that any papers produced dunng the |nves'tigatic')n arerkep’s securely.pgnding ‘any'_app_aal. '
¢ be mmdfui of the t]mescales ta respond : RS e B
° prepate a comprehensxve report for the headieacher or complalnts commlttee that sets out the

facts, identifies soiut[ons and recommends courses of action to resolve prob]ems

Tha headteacher or comp[amts committee will then determine whether o upho!d or dismiss the
complaint and communicate that dedision to the complamant prowdmg the appropnate escalatfon
detalls. :

Complaints Co-ordinator (thls could be the headteacherldesngnated complaints governor
or other staff member providing administrative support)

The complaints co-ordinator should:
o ensure that the complainant is fully updated at each stage of the procedure

o liaise with staff members, headteacher, Chair of Govemors, Clerk and LAs (if appropriate) to



" ensure the smooth running of the complaints procedure -

s be aware of issues regarding: -

o sharing third party information

o additional support. This may be needed by complainants when makmg a complamt mcludmg
interpretation support or wheve the complainant is a ¢hild or young person - -

¢ Kkeep records.

Clerk to the Governing Body

The Clerk is the contact ;io'iﬁt fof the complainant and the committes and should:™

]

&

°©

"ensure that alt people involved in the comp]amt procedure are aware of thieir legal nghts and

duties, including any under legislation relating to school comp!alnts edircation law, the Equiality Act
2010, the Freedom of Informatien Act 2000, the Data. Protection Act (DPA) 2018, and the, Genera]
Data Protection Regulations (GDPR) Lo T - :

'.:i

-set the date, timé and'venue of the mesfing, ensuring that the dates are convenient fo all parties (if

they are invited to attend} and that the venue and proceedmgs are accessible. .-

collate any written material relevant t6 the complaint {for example, stage 1. paperwork schoo} and
complainant submissions) and send it to the parfies in advance of the mesting within an agreed
timescale - R R R PR VLR AR RO ;

record the proceedings

c;rculate the minutes ofthe meettng

notify all parfies of the committee’s decrsmn

Committes Chair

The committee’s chair, who is nominated in advance of the complaint meeting, should ensure that:

both part!es are asked (\na the C!erk) to’ prowde any addlttonal mformation relatmg to the cnmplamt
bya spec:ﬂed date in advance of the meetmg T : -

the meet[ng 13 cenducted m an mformal manner |s nnt advelsarlal and that, |f a!l partles are

complainanis who may not be used to speakmg at such a meetmg are put at ease ThlS lS
particularly important if the complainant is'a chx!d!young pérson’

the remit of the committee is explatned {o the complainant

written material is seen by everyone in attendance, provided it does net breach conﬂdentlahty or
any individual's rights {o privacy under the DPA 2018 or GDPR.

If a new issue arises it would be useful fo give everyone the opportunity to considsr and comment
upon it; this may require a short adjournment of the meeting

both the complainant and the school are given the opportunity to make their case.and seek clarity,
either through written submissions ahead of the meeting or verbally in the meeting itself

the issues are addressed

key findings of fact are made



e the commiitee is open-minded and acts independently

¢ RO member of the comimittee has an external interest in the cutcome of the proceedings or any
involvement in an eatlier stage of the procedure

s themeetmgismmuted N ‘ . o e
° they lialse wﬂh the Clerk (and complamts co~ord|nator }f the school has one)
Committee Mem!beaf

Committee members should be aware that: ' T R e T

¢ the mesting must be independent and impartial, and should be seen to be so

No governor may sit an the comm!ttee if they have had a prlor mvoivement in the complamt o in

the mrcumsiances surroundmg it. . T S T S
- e "the aim of the mesting shoiild be te reso!ve the complaint and ac:hleve reconclliah@n betWeen the
school and the complainant LTI e N e o

- = -‘We recagnise that the complainant: mlght not be satisfied with the eutcome if. the meeting does not
- find in their favour. i may only be’ possmle to establish.the facts-and make recommendatlons

& many cemplamants will feel nervous and inhibited ina formal settmg

Parsntsfcarers oﬁen feef emotlonal when d]scussmg an lésue that affects thisir chlld N I

e exira care nseds to be taken when the complainant is a childfyoung person and present dunng all
or part of the meeting

Gareful consideration of the atmosphere and proceedmgs should Srisure that the’ chxld]young '
person does not feel intimidated. T Lt e T e e e T

The committee should respect the views of the chfldfyoung person and give thern equal .
consideration to those of adults. e

If the-child/young person is the camplamant the committee should askin‘advance if any suppori is
~needed 1o help them present their complaint. Where the child/young person’s parent is the
. complainant, the committze should glve the parent the opportumty to say whlch parts of the
" meeting, if any, the childfyoung person needs to attend - -

However, the parent should be advised that agrefament mlght not a!ways be posstble 1f the parent
wishes the chﬂdlyoung person ) aitend a part of ~rthe meetlng that ’the sommlttee consmlers is not in
the chlld/young person s best mterests

o the welfare of the chlldfyoung person IS paramount




