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BRANSTON JUNIOR ACADEMY: COMPLAINTS POLICY
Section 29 of the Education Act 2002 requires that:

The governing body of all schools in England shall – establish procedures for dealing with all complaints relating to the school or to the provision of facilities or services under section 27, other than complaints failing to be dealt with in accordance with any procedures required to be established in relation to the school by virtue of a statutory provision other than this section, and publicise the procedures so established.

The governing body shall have regard to any guidance given from time to time by the Secretary of State.

The complaints co-ordinator is the headteacher.

Complainants who require support in making a complaint should be supported in this process, usually by the Clerk to Governors.

In this Academy all staff are dedicated to giving all children the best possible education and caring properly for their health, safety and welfare at all times. We are committed to working closely with parents/carers and believe that the Academy and parents/carers must work together in partnership, each carrying out their own particular responsibilities to help pupils gain the most from their time in the Academy. We also desire to have good relations with our neighbours and the wider community.
If you feel that something is not going quite as you would like it to, that we are doing something that you are unhappy with, or not doing something that you feel we should, please tell us about it.
Stages of the complaint

Stage 1 (Informal): complaint heard by staff member
Please arrange to discuss any concerns with your child’s class teacher, or with the particular teacher concerned. We hope that most problems can be sorted out this way. If you are not the parent/carer of a child at our school, please start at the Stage 2 and make contact with the Headteacher to discuss your concerns.
Stage 2 (Formal): complaint heard by headteacher
If, after speaking to your child’s teacher, and having allowed sufficient time to deal with the issue, you do not feel that your complaint has been properly dealt with, or if your concern is about the conduct of a particular teacher, then you should discuss the matter with that teacher’s manager. In our school this is the headteacher. In almost all cases we can sort things out satisfactorily in this way.

Stage 3 (Formal): complaint heard by Governing Body Complaints Appeal Panel
If you are not satisfied with the formal response of the headteacher or the complaint is about the headteacher, you should write to the Chair of Governors at the school address asking that the complaint is considered further and put before a Governing Body Complaints Appeal Panel.  
The Chair, or if the Chair has been involved at any previous stage in the process, a nominated Governor, will convene a Governing Body Complaints Appeal Panel (of at least three people, one of which must be independent).   The complainant can be accompanied to the Appeal Panel hearing if they wish and must advise the Clerk in writing at least five days in advance.
The complainant should also be advised that they have the right to submit any further information or documentation relevant to the complaint and that this information should be received in sufficient time so it can be provided to the Appeal Panel at least five school working days before the hearing. They should also be informed that any written materials will be provided to the headteacher in advance of the hearing.  
The Governors’ appeal hearing is the last school-based stage of the complaint process and is not convened merely to rubber-stamp previous decisions.

Individual complaints would not be heard by the whole Governing Body at any stage, as this could compromise the impartiality of any set up for a disciplinary hearing against a member of staff following a serious complaint.

The Appeal Panel can be drawn from the nominated members and may consist of three or five people.  The Appeal Panel may choose their own chair. The Appeal Panel will also consist of an independent member whom must be independent of the management and running of the academy.

The remit of the Complaints Appeal Panel
The Appeal Panel can:

· dismiss the complaint in whole or in part;

· uphold the complaint in whole or in part;

· decide on the appropriate action to be taken to resolve the complaint;

· recommend changes to the school’s systems or procedures to ensure that problems of a similar nature do not recur.
There are several points which any governor sitting on a complaints Appeal Panel needs to remember:

· It is important that the appeal hearing is independent and impartial and that it is seen to be so.

· The aim of the hearing, which needs to be held in private, will always be to resolve the complaint and achieve reconciliation between the school and the complainant.

· An effective Appeal Panel will acknowledge that many complainants feel nervous and inhibited in a formal setting.  Parents/carers often feel emotional when discussing an issue that affects their child.  The Appeal Panel Chair will ensure that the proceedings are as welcoming as possible.  The layout of the room will set the tone and care is needed to ensure the setting is informal and not adversarial.

· The governors sitting on the Appeal Panel need to be aware of the complaints procedure and the specific details of the complaint prior to the hearing.

Roles and responsibilities 

The role of the Clerk

The Clerk would be the contact point for the complainant and be required to:

· Notify the complainant that they have the right to submit any further information or documentation relevant to the complaint and that this information should be received in sufficient time so it can be provided to the Committee at least five working days before the hearing. They should also be informed that any written materials will be provided to the Headteacher in advance of the hearing.  

· Set the hearing date, allowing at least ten school working days’ notice, confirm the time and venue of the hearing, ensuring that the dates are convenient to all parties (Complainant/parent/carer(s), headteacher and Appeal Panel members) and that the venue and proceedings are accessible;

· collate any written material and send it to the parties in advance of the hearing (recommended at least five school working days in advance);

· meet and welcome the parties as they arrive at the hearing;

· record all proceedings;

· notify all parties of the Appeal Panel’s decision in writing within five school working days of the Appeal Panel hearing.
The Clerk should share copies of the Appeal Panel meeting minutes with all parties involved in the Appeal Panel hearing, affording them a reasonable opportunity to agree and if necessary challenge their content.

The role of the Chair of the Governing Body or the nominated governor

The nominated governor role:

· Check that the correct procedure has been followed;

· If a hearing is requested, notify the Clerk to arrange the Appeal Panel.

The role of the Chair of the Appeal Panel
The Chair of the Appeal Panel has a key role, ensuring that:

· the remit of the Appeal Panel is explained to the parties and each party has the opportunity of putting their case without undue interruption;

· the issues are addressed;

· key findings of fact are made;

· complainants/parent/carer(s) who may not be used to speaking at such a hearing are put at ease;

· the hearing is conducted in an informal manner with each party treating the other with respect and courtesy;

· the Appeal Panel is open minded and acting independently;

· no member of the Appeal Panel has a vested interest in the outcome of the proceedings or any involvement in an earlier stage of the procedure;

· each side is given the opportunity to state their case and ask questions;

· written material is seen by all parties at least five days prior to the hearing.  If a new issue arises it would be useful to give all parties the opportunity to consider and comment on it.

· Both parties will be asked to leave the room to allow the Appeal Panel members to make their decision in private. The complainant and the Headteacher should enter and leave the room at the same time; neither should be alone with the Committee.  

Notification of the Appeal Panel’s decision

The Chair of the Appeal Panel needs to ensure that the complainant is notified within five school working days of the Appeal Panel’s decision, in writing, with the Appeal Panel’s response (including the reasons for the decision).

Final Stage of Appeal

The final stage of appeal is to the Secretary of State for Education.

Complainants should be advised to write to The School Complaints Unit (SCU) at:

Department for Education

2nd Floor, Piccadilly Gate

Manchester,

M1 2WD

Or alternatively visit the Governments Education Funding Agency (EFA) website via:

schools complaints form. 

https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMsg=1&form_name=Contact+the+Department+for+Education&noRegister=false&ret=/module/services&noLoginPrompt=1

What will the Department for Education do?

If a complaint has exhausted the local procedures, SCU will examine if the complaints policy and any other relevant policies were followed in accordance with the provisions set out.  SCU also examines policies to determine if they adhere to education legislation.  However, the department will not re-investigate the substance of the compliant.  This remains the responsibility of schools. 

Complaints against Governors 

For complaints against the Chair of Governors or any individual governor, you should also write to the Clerk to Governors in the first instance; who will initiate the correct process. The Chair of Governors would normally consider complaints against an individual governor and the Vice Chair would normally consider complaints against the Chair of Governors.

You should send written details of your complaint, with any correspondence and evidence to support your complaint, to the Clerk to the Governors at the Academy address. 

The Clerk to Governors will write to acknowledge receipt of your complaint within five school working days. The acknowledgement letter will explain the process which is to be followed and the expected timescale for that process. 

Unreasonable complainant behaviour 
Staff and Governors are keen to ensure that all genuine complaints are dealt with fairly and promptly and in accordance with our agreed procedures. We would again emphasise that most matters can be resolved by discussing issues with our staff at the informal stages of our procedure. 

Regrettably, there are times when parents raise issues with or about staff in ways which are unacceptable. This can cloud the concern at the heart of the complaint, which may result in the delay or hindrance of a resolution. It can also have an adverse effect on pupils, staff and the effective running of the school. Examples of behaviours that we consider to be unacceptable are as follows: 

· Using abusive or threatening language and/or behaviour. 

· Making excessive demands on staff time and resources in pursuit of a complaint, whether in person, by phone, email or letter. 

· Harassing individual staff members in a way which appears intended to cause personal distress rather than to find a resolution. 

· Refusing to cooperate with the complaints procedure as set out in this policy. 

· Persisting in repetitious complaints when these have been previously determined under the school complaints procedure. 

· Changing the basis of the complaint as the consideration proceeds and/or making unjustified complaints about those trying to deal with the complaint. 

· Pursuing unreasonable outcomes which are disproportionate to the nature of the matters in hand. 

· Electronically recording meetings, telephone calls and conversations without the prior knowledge and consent of the other persons involved. 

The school expects that any person wishing to raise a concern or complaint will: 

· Follow the school complaints procedure. 

· Treat all members of the school community with courtesy and respect. 

· Recognise the time constraints that staff operate under and allow them a reasonable amount of time in which to respond / address any issues. 

Where a parent/carer raises a complaint in a manner which the school feels is unreasonable, actions may be taken to remedy this. The actions will be proportionate to the nature of the behaviour and may include: 

· An informal approach to inform the parent that the behaviour is unacceptable and needs to be modified. 

· A formal written communication advising the parent that the behaviour is unacceptable and appropriate action may be taken if the behaviour is not modified. 

· Setting limitations on the method and frequency of contact with staff /school personnel. 

· Refusing to register and process further complaints about the same or similar subject matter where the matter has already been determined, or where complaints are vexatious, or where complaints are personally harassing and deliberately targeted at one or more members of staff without good cause. 

· Setting limitations on the parent's access to the school site. 


It is important that the complaint and associated papers are not attached to the child’s file as they do not relate to the child. However, schools may wish to keep a central register of complaints received. 

BRANSTON JUNIOR ACADEMY

Station Road, Branston, Lincoln, LN4 1LH
Complaint Form

Please complete and return to the Headteacher (complaints co-ordinator) or Clerk to Governors who will acknowledge receipt within five school working days.  

	Your name:



	Pupil’s name (if relevant):

	Your relationship to the pupil (if relevant):



	Address:

Postcode:

Day time telephone number:

Evening telephone number:

	Please give details of your complaint.



	What action, if any, have you already taken to try and resolve your complaint.

(Who did you speak 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 only -

	Date acknowledgement sent:

	By who:

	Complaint referred to:

	  Date:
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It should be noted that parents do not have an automatic right to enter school grounds and may be banned from entering the school site with immediate effect after an incident where behaviour has been verbally and/or physically aggressive. Any restrictions placed on a parent as a result of this policy will be time limited, with a specified date as to when the restrictions will be reviewed and potentially lifted. 





Again, we would emphasise that the Headteacher and Governing Body are committed to ensuring a full and fair consideration of all legitimate complaints and we recognise that the majority of parents will conduct themselves in accordance with this policy. However, we reserve the right to take any necessary actions under this policy in those rare cases where a parent does not. 
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