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1 PURPOSEOF THIS GUIDE

11

1.2

1.3

This documentsetsout the principles and proceduresregardingcomplaintsby external
stakeholderagainsthe school. Theaudiencdor this policy includes:

1 Parentsnakingacomplaint

1 Externalstakeholdersnakinga complaint

1 Staffmanagingexternalcomplaints

It doesnotrelateto internalcomplainthetweemmemberf staff, for whichaseparatgolicy
document exists.

It is anticipatedhatthis policy, andthenonly in sectionsasrelevantwill only besharedwith
stakeholdersia theschoolwebsiteandwith complainantstthe point of formal proceedings.
Senior leaders may wish to share the graphic in APPENDIX 2 after the first contact is made
with the complainant if they feel this is necessary.

Thecomplaintsprocesss dividedinto threestages:

STAGE DESCRIPTION

I. Informal / Informal raisingof aconcermotified orally or in writing to a seniormanager.
Concern

II. Formal A formal complaintmadein writing to the Head.
Complaint

lll. Review An unresolvedormal complaint,progressedsa last resort to Chief Education

Officer, Chief Operations Officer or Chief Financial Officer depending on the
context.

14

15

The Head Master/Mistress and SLT are responsible for ensuring that there is an effective
means of recording concerns and complaints, tracking progress in resolving complaints and
analysing trends so thtitey can beeflected intherisk register, School SeEvaluation and
Strategic Development Plan.

Complaints against the Head personally (as opposed to against school policy or procedures)
areacceleratedirectlyto Stagdll. Safeguardingoncernshouldbe notifiedimmediatelyto
the Designated Safeguarding Lead (Safeguarding Policy (HS1P)

DEFINITIONS: A CONCERN OR A COMPLAINT

2.1

2.2

2.3

Theschooldefinesa concernas:
0 A expressionof worry or doubt over an issue consideredto be important for which
reassurances are soughto.

In the first instance, community members are encouraged to raise concerns with their child's

class teacher/form tutor, the appropriate Phase Leader or Head of School. For other types of
concern, the school receptionists are on hand to direct concerned persons to the correct
member of staff. In most cases, concerns can be resolved informally, without the need to

invoke formal procedures.

In thecaseof complaints, proceduresutlinedthroughouthis documenshouldbefollowed.
The school defines a complaint as:
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6ANn expression of specific dissatisfar
Any personjncludingmembersf the public, maymakea complaint;theseprocedurespply
to all such potential complainants.

3 STAGE I: INFORMAL CONCERNS

3.1 Stage | aims to resolve the complaint informally, through the appropriate senior manager(s).
Exampleganight include dissatisfactiombout some aspect of teachimgpastoratare,about
a timetable clash, a billing error or some
operational procedures.

Procedures

a) Where a concern (see above) has been made by a complainant who now wishes to raise
the issue with senior management, depending on severity, it should be treated as an
informal complaint.In theeventof a directinformal complaint,it shouldbeaddressetb
the relevant senior manager and/or the relevant Head of School.

b) The senior manager/Head of School wiltange toneet with (or, wherameeting is
notimmediatelypossible placeatelephonecall to) thecomplainantlt is importantto
respond to a complaint (informal in this case) within 48 hours to acknowledge the
receipt of the complaint and the intention of a meeting with the complainant.

c) Intheeventof atechnicalcomplaintbetterdealtwith directly by a seniormanagefi.e.a
specific timetabling complaint) the relevant Head of School should be informed (and
may, if appropriate, also attend the meeting).

d) If thecomplaintrelatesto aHeadof Schoolit will bereferredto the Headwho will
initially deal with it as an informal complaint.

e) Theseniormanager(s)/Headf Schoolwill normallymeetwith the complainantvithin
five working days of notification.

f) The senior manager/Head of School will listen to sewdrdin writing the complaint.
Thesenoteswill bekeptonfile for atleastoneyear.Copiesof anywrittenresponseo
the complaint and related documentation, including copies of all communication
between the senior manager/Head of School and the complainant will also be kept on
file.

g) If possible, the senior manager/Head of School will offer resolution and/or reassurance
at this meeting. If further information is required, the senior manager/Head of School
will investigatereconveningvith thecomplainannho morethanfive working daysafter
the initial meeting. In most cases this second meeting should btoftaae, though a
telephone call may be appropriate for smaller issues with positive resolutions.

h) If thecomplainantemaingdissatisfiedollowing thisinformal approachthecomplaint
should be forwarded to the Head (and becomes a Formal Conip&tange I1).

i) All informal complaintsandconcernsnustberecordedcandtrendstrackedby senior
leaders so that strategy and mitigate against them.
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4 STAGE Il: FORMAL COMPLAINT

4.1 In Stagdl formalwritten complaintsareconsideredy the Head.

a) Whether a complainant has previously raised the complaint with a senior manager or
not, progressiono Stagell requiresaformal written letterof complaint,addressetb the
Head.

b) TheHeadwill acknowledgehe complaintin writing assoonaspossible(within 24
hours) after receiving it.

c) The complainant then will be asked to supply as much detail regarding the complaint as
possiblecompletingthed F o rQoraplaintsk o r (se@APPENDIX 1), whichwill also
accompany the acknowledgement.

d) The complainant will be invited to meet with the Head within ten working (school) days
of receipt of the written complaint. If this is not possible the school will write to explain
the reason for the delay, giving a date by which the Head is available. Where
appropriateandwith dueregardto privacyandbalancen participanthumberstheHead
will invite relevant members of staff to this meeting (for example, if technical or phase
specific expertise is required).

e) WherenecessartheHeadwill investigatehe complaint,reconveningvith the
complainant within ten working days of the original meeting.

f) With the relevant details established, the Head will provide a written response to the
complainant.Thisresponsepresentedvithin 10 working daysof thelastmeetingwith
thecomplainantwill give afull explanatiorof theHeadd decisionandthereasongor
it. If follow -up action is needed, this will also be indicated in the respdinset
presented in person at the outset, the written response will also be accompanied by an
invitation to meet the Head to discuss the response.

g) TheHeadwill keepwritten/typed signedanddatedrecordsof all meetingsand
telephoneconversationsandotherrelateddocumentationincludingthe formal
response.

h) If thecomplainantemainsunsatisfiedvith the outcomeof the Stagell investigationand
the school 6s findings, the ¢@®GonembrdRéview. may b

i) All informalcomplaintsandconcernsnustberecordedandtrendstrackedby senior
leaders so that strategy and mitigate against them.

When a formal complaint is raised (and possibly for later legal proceeding), the complainant has
aright to requestll formsof communicationincludingbutnotlimited to meetingminutes email
exchanges, files, records related to the Aind
complainantSchoolsareadvisedo be cautiousandfollow communicatiorprotocolfor anyforms

of communications with this individual and among staff for instance.
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5 STAGE Illl: GOVERNOR REVIEW

5.1

In Stage IlIl unresolved complaints (or complaints against the Head) are presented to a
ComplaintsPanel constitutedf two memberof the GoverningBody. Usedasa last resort,

the purposeof this stageis to give thecomplaintafair hearingin front of a panelof governors

who haveno prior knowledgeof the detailsof the complaintandwho can,therefore consider

it without prejudice.

Procedures

a)

b)

c)

d)

f)

9)

h)

)

Unless the complaint is made against the Head personally, it will have been through
Stage |11 and received a written response
directlyto the Governing Body that have not been Stage 2 will be revterteeHead).

In theeventof theformer,or if thecomplainanis unhappywith the outcomeof Stage2,

a written request for review, clearly stating the reasons that it is being made, should be
sent to the Chair of Governors.

TheChairwill acknowledgeeceiptof therequestor reviewwithin five working days.
A copy of this document will be enclosed with the acknowledgement.

TheChairwill convenea ComplaintsReviewPanel constitutedf threememberf the
Governing Body (including the Chair). The Head will not be a member of this Panel,
though may be invited to sit as a resting member, if appropriate. In addition to the
panelof governors, sme mb er o f adrhimstraivstat will adtas secretario
the panel with a full record of the process being recorded.

The complainant will be asked to supply as much detail regarding the complaint as
possible, including the original 6For mal
submitted during Stage Il. The Panel will also ask the School to supply all
correspondinglocumentationincludingawrittenreportdetailingprocedure$ollowed

and actions taken to date.

The complainant will be invited to meet with the Complaints Review Panel within
fifteen working (school) days of receipt of the written complaint. If this is not possible
the schoolwill write to explainthereasorfor thedelay,giving adateby whichthe Panel

is available. In the event that a complainant arrives to the meeting with previously
undisclosed participants the Complaints Review Panel reserves the right to deny those
parties access to the meeting, or to adjourn the meeting.

With the agreement of the Chair of the Panel, and having informed the complainant
prior, the Headmayinvite memberf staff directly involvedin mattersraisedby the
complainant to attend relevant portions of the meeting.

As a general rule, no evidence or witnesses previously undisclosed will be introduced
into the meeting by any of the participants. If either party wishes to do so, the meeting
will beadjournedsothatthe otherpartyhasafair opportunityto considerandrespondo

the new evidence.

If necessarythe ComplaintsReviewPanelmayneedto carryoutfurtherinvestigations
prior to reaching a conclusion.

In closing the meeting, the Chair will explain that the Panel will now consider its
decision(or requiredurtherinformationi see8) andthatwritten noticeof thedecision
will be sent to the Head and the complainant within 10 working days.

ThePanelwill then:

(

C
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reacha majority decisionon the complaint;

decideontheappropriateactionto betakento resolvethe complaint;
recommendwhereappropriateto thegoverningbodychangesothes c ho ol & s
systems or procedures to ensure that similar problems do not happen again.

E

k) With a final decision made, the Complaints Review Panel will provide a written
responséo the complainant.This responsepresentedvithin 10 working daysof the
lastmeetingwith thecomplainantwill giveafull explanatiorof theP a n @dciéian
and the reasons fir If follow-up actionis neededthis will also be indicated in the
response.

[) TheHeadwill keepacopyof thefinal decisionall notesandcorrespondencenfile in
the school 6s records for a period of one

The ComplaintsReviewP a n @dcidianis to beconsideredinal andbinding.

The SeniolLeadershipleam willlead areviewof themanagement dhe compliant in order
to improve systems and processemanaging complaints and addressingisiseie raised as
part of school improvement procedures moving forward.

Complaintghatareraisedo Stagdll mustbereportedo thenextBOG meetingntheHe a d 6 s
Report.

6 SERIAL AND PERSISTENT COMPLAINANTS

6.1

6.2

Theremaybeoccasionsvhen,despiteall stage®f theaboveprocedurénavingbeenfollowed,

the complainant remains dissatisfied. If a complainant tries-tppea the same issue, the
Chair of Governors can inform them that the procedure is completed and that the matter is
closed.

If the complainant contacthe school again otihe same issuéhenthe correspondenceay
be viewed as O6serialdéd or O6persistentd and
decision not to respond must be taken with due consideration of whether:
1 theschoolhastakeneveryreasonablstepto addresshec o mp | a hemedg;nt 6 s
1 thecomplainanhasbeengivenaclearstatemenbf thes ¢ h opoditiGhandtheir
options (if any);
1 theyarecontactinghe schoolrepeatedlyput makingsubstantialljthe samepoints
each time;
9 theschoolhasreasorto believetheindividualiis contactinghemwith the intentionof
causing disruption or inconvenience;
1 theirletters/emails/telephoreallsareoften,alwaysor increasinglyabusiveor
aggressive;
1 theymakeinsultingpersonatommentsaboutor threatgowardsstaft.

t
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Moreover, the school will not stop responding just because an individual is difficult to deal
with or askscomplexquestionsHowever,wherethe complainanhasbeenthroughall three
complaint stages the school will consider the matter to be closed.

6.3 A complaintmayberegardedasd u n r e a svieentlepdrseniakingthecomplaint:

1 refusedo articulatetheir complaintor specifythe groundsof a complaintor the
outcomes sought by raising the complaint, despite offers of assistance;

1 refusedo co-operatewith thecomplaintsnvestigatiorprocesswhile still wishing
their complaint to be resolved;

1 refusedo accepthatcertainissuesarenot within the scopeof acomplaints
procedure;

1 insistsonthecomplaintbeingdealtwith in wayswhich areincompatiblewith the
adopted complaints procedure or with good practice;

9 introducedrivial orirrelevantinformationwhichthecomplainanexpectdo betaken
into account and commented on, or raises large numbers of detailed but unimportant
guestions, and insists they are fully answered, often immediately and to their own
timescales;

1 makesunjustifiedcomplaintsaboutstaff who aretrying to dealwith theissuesand

seeks to have them replaced;

changeshebasisof the complaintastheinvestigationproceeds;

repeatedlynakeshe samecomplaint(despitepreviousinvestigationr responses

concluding that the complaint is groundless or has been addressed);

1 refuses to accept the findings of the investigation into that complaint where the
s ¢ h oconptaistprocedurénasbeenfully andproperlyimplementecandcompleted
including referral to a Complaints Review Panel;

E N |

1 seeksanunrealisticoutcome;
1 makes excessive demands on school time by frequent, lengthy, complicated and
stressfukontactwith staffregardinghe complaintin personjn writing, by emailand
by telephone while the complaint is being dealt with.
64 Before concluding that a complaint is O6unrea

discuss any concerns with the complainant informally.

APPENDIX 1

FORMAL COMPLAINTS FORM

| wish to make a complaint about thehool;l have already discussed the maitiéormally, but now
wish to invoke the formal complaints procedure.

NAME OF COMPLAINANT
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NAME OF CHILD HOUSE/

(if appropriate) YEAR/
CLASS

MEMBER(S) OF STAFF

PREVIOUSLY SPOKENTO DATE OF

IN REGARD THE MEETING

COMPLAINT

E-MAIL:

CONTACT DETAILS
TELEPHONE:

Pleasayive asmuchdetailaboutthe complaintaspossible usingadditionalsheetasnecessaryPlease
includeasmanydatespamesandspecificdetailsaspossible.Y ou mayalsoattachto thisdocumenany
further materials relating to the complaint.

SIGNED: DATE:

A copyof thisdocumenshouldbeforwardedto theHead6 effice.
We suggesyou keepa copyfor your own reference.
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APPENDIX 2: Exemplar Complaints Guidance Sheet

(This example- Harrow International School,Bangkok)

Graphicto beissuedby seniormanagerswhereit is thoughtit will help,onfirst receivinga
complaint:



