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OUR MISSION STATEMENT

learning together, making progress, achieving goals




School Complaints Procedure

1. Introduction

Roxeth Primargchool is a dynamic and vibrant place to work and learn. We are proud of our identity

as an inclusive school where every child is treated as a valued individual and is able to thrive. The staff

team and governors work hard toeatte a safe, purposeful and harmonious atmosphere in which all
of our children are given the opportunity to achieve. We have high expectations of each other and
our pupils. The school works in partnership with parents and carers to ensure that allngupils a
offeredthe support and encouragement that they need. We embrace our diverse community and
rich variety of home languages, cultures, faiths and traditions.

Aims and mission:
In Partnership with parents:

To promote academic and personal achievemerdugh finding joy in life and learning

To maintain a happy, secure, healthy and safe school

To give praise and encouragement so that every member of the community is valued
To learn to express our own thoughts and ideas confidently

To work together, ligining to one another, in order to understand differences between us
To prepare our pupils to become active, creative, healthy responsible citizens
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Our Mission Statement
Learning together, making progress, achieving goals
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1 Special Educational Needste Complainant can use this policy to complain unless the
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appeal against a decision that the Local Authority has taken. If this is the case, the
Complainant needs toontact the Local Authority.
1 Staff grievance, capability or disciplinangse are covered by separate School Policies and
Procedures
Anonymous complaints: £ S| &S NBEFSNJ (2 (KS
1 Subject Access Requests and Freedom of lakismRequests:Jt S |
Protection and Freedom of Information
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We are aware that there may be occasions where people have concerns or complaints and the
following procedure sets out the steps that should be followed in order to rethalse as promptly,

fairly and informally as possiblEhe following lists specific topics and the correct policy to refer to
should you have a concern or complaint. You can access $onese policies on the SchookWsite

at www.roxethschoolharrow.orgr ask for a copy from the Schodfi€e. School Governing Bodies

are required under Section 29 of the Education Act 2002 to have in place a procedure for dealing with
complaints relating to the schodilis also based onuidance for schools on complaints procedures

from the Department for EducatioD{E$2019Sometimes when concerns are more specific, there

are alternative and more appropriate policies for dealing with them.



http://www.roxethschoolharrow.org/
https://www.gov.uk/government/publications/school-complaints-procedures

2. Aims and Principles of the Pglic

Our school aims to meet its statutory obligations when responding to complaints from parents of
pupils at the school, and others.

When responding to complaints, we aim to:

1 Encourage the resolution of concerns and complaints by informal means wheresibtgos
Ensure that concerns are dealt with quickly, fully and fairly within defined time limits
wherever possible

Be impartial and ncadversarial

Facilitate a full and fair investigation by an independent person or panel, where necessary
Address all the pots at issue and provide an effective and prompt response
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Treat complainants with respect

Ensure that any decisions we make are lawful, rational, reasonable, fair and proportionate, in
line with the principles of administrative law

Keep complainants informed of the progress of the complaints process

1 Consider how the complaint can feed into school improvement evaluation processes

1 Maintain good relationships between the Scherad all those involved
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The Governing Body has approved the following procedure which explains what the Complainant
should do if they have any concerns about the school. To support this, we will ensure we publicise the
existence of this policy and makentilable on the school website.

Where appropriate, the School may offer mediation to resolve a concern or complaint at any stage of
the process

E Definitions and sque

TheDfESyuidance explains the difference between a concern and a complaint.

Aconcernis defined asan expression of worry or doubt over an issue considered to be important for
whichread dzNJ y OS& . NB &a2dAaAK(é

The school will resolve concerns through-ttagay communication as far as possible.

Acomplaintis defined asanexpression of dissatisfaction however made, abotibas taken or a
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The school intends to resolve complaints informally where possible, at the earliest possible stage.

There may be occasions when complainants would like to raise the&ras formally. Thigolicy
outlines the procedure relating to handling such complaints.

Arrangements for handling complaints from parents of childrenSEN 6 2 dziT (G KS &a0K22f Qa
are within the scope of this policguch complaints should first beade tothe SENc¢Special

Educational Needs Qwdinator) andhey will then be referred to this complaints policy. GaN

policyand information repdrincludes informatiorabout the rights oparents of pupils with

disabilities who believe that ogchool has discriminated against their child.



Complaints about services provided by other providers who use school premises or &uwlitigise
directed to the provider concerned.

\ 4, Principles for investigation

When investigating a complaint, we wil to clarify:

1 What has happened
 Who was involved
1 What the complainant feels would put things right

We also intend to address complaints as quickly as possible. To achigealikif; and reasonable
time limits will be set foeach action within each stage.

Where further investigations are necessary, new time limits will be set, and the complainant will be
sent details of the new deadlingth anexplanation for the delay.

The school expects that complaints will be made as as@ossible after an incident arises and no

later than 3 monthafterwards We will consider exceptions to this time frame in circumstances

where there were valid reasons for not making a complaint at that time and the complaint can still be
investigatedn a fair nanner for all involved.

4.1 Raising Concerns

The majority of concerns can be dealt with without resorting to the complaints procedure. Where the
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instance. Ideallythey will be able to address the Complainants concerns immediately or can arrange

a meeting with them to discuss the issue.

All concernsvill be dealt with confidentially, although it may be necessary to take notes if the matter
may need to be taken further or may arise again in the future.

4.2 Recording Complaints

Schools must ensure that they comply with their obligations under thaligg#ct 2010. It is

common practice to ask for complaints to be made by using a complaint form or in writing, however
the complainant may have communication preferences due to disability or learning difficulties and
schools must allow alternative methoofscontact:

A complaint may be made in person, by telephone, or in wiitt@r or email)

1 Inorder to prevent any later challenge or disagreement over what was said, brief notes of
meetings and telephone calls should be kept and a copy of anynwégponse added to the
record. Where there are communication difficulties, schools may wish to use recording
devices to ensure the complainant is able to access and review the discussions at a later
point;

1 Schools should record the progress of tbenplaint ad the final outcome. The Heagicher
or Complaints Gordinator should be responsible for these records and hold them centrally.



1 Schools should be aware that complainants have a right to copies of these records under the
Freedom of Informatioand Data Protection Acts.

4.3 Safeguarding
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to report this immediately to the local authority. Any action taken will be in accordance with the
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4.4 Social Media

In order for complaints to be resolved as quickly and fairly as possible, we ask that complainants do
not raise concerns or discuss them publicly via social media. Complaints will be dealt with
confidentially byhe school and we expect complainants to observe confidentiality also. Please refer
G2 GKS oniing Kafe® &n@ positive communication & community behaviour policy.

4.5 Complaints thatesultin staff capability or disciplinary

If at any formaltage of a complaint it is determined that staff disciplinary or capability proceedings

are necessary, the details of any action will remain confidential to thetésedubr and/or the
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detail about the proceedings.

4.6 Complaints about the Hetshcher or the Governors

Where a complaint concerns the actions of the Headher, the complainarghould first approach

the Headeacher in an attempt to resoltbe issue informally. If the complainant is not satisfied with
this outcome,they should notify the Chair of Governors care of the Clerk to the Governing Body that
they wish to take a complaint forward. The Stage 2 process will then commence and tloé Chair
Governors will take the process forward.

Where a complaint is against th@&ir ofGovernors, any member of the governing board, or the
entire governing board, it should be made in writing to the clerk to the governing board in the first
instance.This should be sent to the school office in an envelopenaaibaddressed to The Clerk to
the Governors.

5. Sages of complainfnot conplaints against théleadteacheor Governors)

Stage linformal(Flowchart of process at Appen#jx

The schol will take informal concerns seriously and make every effort to resolve the matter quickly.
It may be the case that the provision or clarification of informatitinesolve the issue.

The complainant should raise the complaint as soon as possible with the relevant member of staff or
the Headteacheias appropriateeitherin personor by letter, telephone or email. If the complainant
is unclear who to contact or how to contact them, tisbpuld contact the school office.
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The school will acknowledge informal complawithin 2 school workinglays,and investigate and
provide a response withitD schoolworking daysAny complaints involving the governing body may
take longer due to avaldity and you will be notified if more time is needed

The informal stagwillinvolve a meeting between the complainant and ieadteachefor relevant
person managing the complainthe person looking into the complaint will try and attain as much
information as possible and seek to find a resolution. The maatiygnvolvehe class teacher or
subject of the complaint if it is felt that it is relevant.

If the complainis not restved informally, it will be escalated to a formal complagihg the stage 2
process below.

Stage 2: &rmal (Flowchart of process at Appeng)x
How to raise @omplaint?
Formal complaints can be raised:

1 By letter or email
1 Inperson
1 By athird partycting on behalf of the complainant

The complainant should providetails such as relevant dates, times, and the names of withesses of
events alongsideopies of any relevant documents, and what they feel would resolve the complaint.
This can be done ugj the form SeeAppendixl). To be acknowledged within 2 working days.

If complainants need assistance raising a formal complaint, they can contact the school office.

TheHeadteacher (odesignatednember of the senidieam) will call a meeting tolarify concerns,
and seek a resolution. The complainant may be accompanied to this mesiihshould informhte
school of the identity of thecompanionin advance.

In certain circumstances, theleml may need to refuse a request foparticular indivdual to attend
any such meeting for examplejf there is a conflict of interest. Ifigfis the case, thechool will

notify the complainant as soon as they are aware, so that the complainant has the opportunity to
arrange alternative @ompaniment.

TheHeadteacher (or other person appointed by theadteacher for this purpose) will then conduct
their own investigation.

The Headtacher(or senior member of staffyill consider the complaint and in doing so will:

1 Establish what has happed so far, and who has been involved;

1 Meet or contact the Complainant if they need further information;

1 Clarify how the Complainant may feel things could be put right, if this has not been set out in
their letter or included on the Complaints form;

1 Interview those involved in the matter and those complained of, allowing them to be
accompanied if they wish;

1 Conduct any interviews with an open mind;

1 Keep notes of any interview for the record



The Headtacher(or senior member of staffyill keep in mind ways in which the complaint can be
resolved This would typically includme or more of the following:

1 an apology

1 an explanation

9 an admission that the situation could have been handled differently or l{ptearse note
this is not an admission of negligence)

9 an assurance that the event complained of will not recur

1 an explanation of the steps that have been taken to ensure that it will not happen again

9 an undertaking to review policies and practice intlaf the complaint

It may also be the case that the complaint may not have any substance and is therefore considered to
be Wnfoundedbr Wnsubstantiatefbased on the evidence presented and investigated

The Heatkacher will discuss the outcome witletComplainant and should sendetailed response
within a maximum of @schoolworkingdays.Where this proves to be unrealistic, the Complainant
will be informed in writing and given an estimate of how long it will take to provide a detailed
response.

Where the Complainant is uniyay about the decision the Headicher has made about their
complaint, the Complainant will be advised of their entitlement to take their original complaint to the
next stage by writing to the Clerk to the Governing Body asa&®possible after receiving the

decision, briefly outlining the content of the complaint and requesting that a Governor Complaints
Panel is convened.

How to escalate a complaint

If the Complainant is not satisfiadth the response from the Heagticherat stage 2hey should be
advised that the next stage is to put their complaint in writing to the Chair of Governors care of the
Clerk to the Governing Body.

Complaints can be escalated by contactingGherk to the GoverningoBrd

1 Byletter or emai this should be sent to the school office and addressed to the attention of
The Clerk to the Governors.

When writing the initial letter to the Chair of Governors (ugipgendix 1jhe complainant should
seek to include details that mighésist the investigation, such as witnesses, dates and times of
events and copies of relevant documents.

The Chair of Governors should write to the complainant within 5 salwokingdays of receipt of

their letter, setting out who is conducting the intigation and that the investigator will write to the
Complainant within a furtherSschoolworkingdays setting out the actions taken to investigate the
complaint and their findingsiowever, the investigation period for a more complex complaint could
belonger than % school workinglays. The Complainant should be advised if this is the case.

The Chair of Governors will be responsible for carrying out an investigation or appointing another
Governor to carry out the investigation who will then reach &losion based on the investigation.
The involvement of the Local Authority should be sought where the issues cannot be resolved
internally by the school or the expertise of carrying out investigations is required. Notes should be
kept of any interviews helas part of the investigation. In order to clarify the specific details of the






