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Changes from Previous Issue
This is a new policy, based on a School Bus model policy.
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1

STATEMENT OF INTENT

Hollingworth Primary aims to resolve all complaints at the earliest possible stage and is dedicated to
continuing to provide the highest quality of education possible throughout the procedure.

The Complaints Procedures Policy has been created to deal with any complaint against a member of
staff or the school as a whole, relating to any aspects of the school or the provision of facilities or
services.

Any person, including a member of the public, is able to make a complaint about the provision of
facilities or services that Hollingworth Primary provides. This policy outlines the procedure that the
complainant and school must follow.

Once a complaint has been made, it can be resolved or withdrawn at any stage.

At Hollingworth Primary, the Headteacher will be the first point of contact when following the
complaints procedure.

2

LEGAL FRAMEWORK

This policy has due regard to statutory legislation, including, but not limited to, the following:






The Education Act 2002
The Data Protection Act 1998
The Freedom of Information Act 2000
The Immigration Act 2016
The Equality Act 2010

This policy also has due regard to guidance including, but not limited, the following:



3

DfE ‘Best Practice Advice for School Complaints Procedures 2016’, 2016
HM Government ‘Code of practice on the English language requirement for public sector
workers’ 2016

DEFINITION
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For the purpose of this policy, a “complaint” can be defined as ‘an expression of
dissatisfaction’ which can be regarding actions taken or a perceived lack of action.



Complaints can be resolved formally or informally dependent on the complainant’s choice.



A concern can be defined as ‘an expression of worry or doubt’ for which reassurance is
sought.



Any complaint or concern will be taken seriously, whether formally or informally, and the
appropriate procedures shall be taken.

NB. For the purposes of this policy, “concerns” will be classed and addressed as complaints. Any
further references to “complaints” will include “concerns”.

4

ROLES AND RESPONSIBILITIES

The complainant will:


Co-operate with the school in seeking a solution to the complaint.



Express the complaint and their concerns in full at the earliest possible opportunity.



Promptly respond to any requests for information or meetings.



Ask for assistance as needed.



Treat any person(s) involved in the complaint with respect.

The complaints co-ordinator will:


Ensure that all parties involved in the complaint are fully updated throughout each stage of
the procedure.



Guarantee that all parties involved in the procedure are aware of any relevant legislation,
including the Equality Act 2010, Data Protection Act 1998 and Freedom of Information Act
2000.



Keep up-to-date records throughout the procedure.



Liaise with all parties involved to ensure the complaints procedure runs smoothly, including
the Headteacher, Clerk and Chair of Governors.



Be aware of issues in regards to sharing third party information.



Understand the complainant’s need for additional support, including interpretation support,
and will be aware of any issues concerning this.
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The investigator is involved in stages one and two of the procedure. Their role includes:


Providing a sensitive and thorough interviewing process of the complainant in order to
establish what has happened and who is involved.



Considering all records, evidence and relevant information provided.



Interviewing all parties that are involved in the complaint, including staff and children.



Analysing all information in a comprehensive and fair manner.



Liaising with the complainant and complaints co-ordinator to clarity an appropriate
resolution to the problem.



Identifying and recommending solutions and courses of actions to take.



Being mindful of timescales and ensuring all parties involved are aware of these timescales.



Responding to the complainant in a clear and understandable manner.

The panel chair will:


Minute all meetings.



Explain the remit of the panel to the complainant.



Ensure that all issues are addressed and that outcomes are reached based on facts and
evidence.



Help to put at ease and console individuals involved who are not used to speaking at such
hearings, particularly any children involved.



Conduct the hearing in an informal manner, ensuring that everyone is treated with respect
and courtesy.



Ensure that the room’s layout and setting is informal and non-adversarial, yet still sets the
appropriate tone.



Confirm that no member of the panel has previously been involved in the earlier stages of
the procedure or has an external interest in the outcome of the proceedings.



Give both the complainant and the school the opportunity to state their case and seek clarity
without undue interruption.



Provide copies of any written material or evidence to everyone in attendance of the meeting,
ensuring that everyone has seen the necessary material.



Organise a short adjournment of the hearing if required.
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Continuously liaise with the clerk and complaints co-ordinator to ensure the procedure runs
smoothly.



Help to provide the support necessary where the complainant is a child.

All panel members will be aware that:


The review panel hearing is independent and impartial.



No individual with prior involvement in the complaint, or the circumstances surrounding it, is
permitted to sit on the panel.



The aim of the panel is to achieve a reasonable resolution and, ultimately, attain
reconciliation between the parties involved.



Reconciliation between the school and complainant is not always achievable, and that it may
only be possible to establish facts and make recommendations to reassure the complainant
that their case has been taken seriously.



The panel can:
Dismiss or uphold the complaint, in whole or in part.
Decide on appropriate action to be taken.
Recommend changes that the school can make to prevent reoccurrence of the
problem.



Complainants may feel nervous or inhibited in a formal setting and, therefore, the
proceedings should be as welcoming as possible.



When a child is present at the hearing, extra care needs to be taken to ensure that the child
does not feel intimidated, as well as ensuring the child’s view is represented equally.

The panel clerk will:


Continuously liaise with the complaints co-ordinator.



Keep up-to-date records of all proceedings throughout the procedure.



Set the date, time and venue of all hearings, ensuring that this is appropriate, convenient and
accessible to all parties involved.



Collate all written material or evidence involved and send it to the parties involved in timely
advance of the hearing.



Greet all parties as they arrive at the hearing.



Ensure that the minutes of the panel hearing are circulated.



Notify the relevant parties of the panel’s decision and any other actions to be taken.
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5

MAKING A COMPLAINT

Hollingworth Primary will ensure that all aspects of the complaints procedure are:


Easily accessible and publicised.



Simple to understand and put into practice.



Impartial and fair to all parties involved.



Respectful of confidentiality duties.



Continuously under improvement, using information gathered during the procedure to
inform the school’s senior management team.



Fairly investigated, by an independent person when necessary.



Used to address all issues in order to provide appropriate and effective responses where
necessary.

Complaints are expected to be made as soon as possible after an incident arises in order to amend
the issue in an appropriate timescale.
Hollingworth Primary upholds a three-month time limit in which a complaint can be lodged regarding
an incident.
Complaints made outside this time limit will not be automatically refused and exceptions will be
considered.
In the case of any timescales changing, all parties involved will be informed of the changes in a timely
manner.
Complaints should be made using the appropriate channels of communication, including the use of
the Complaints Procedure Form.


All complaints shall be considered whether made in person, by telephone, in writing or
electronically via email.

A complaint can progress to the next stage of the procedure even if it is not viewed as “justified”. All
complainants are given the opportunity to fully complete the complaints procedure.
Any complaint made against the Headteacher shall be initially dealt with by the Chair of Governors.
Any complaint made against the Chair of Governors or any other member of the governing body
should be made in writing to the Clerk of the Governing Body.
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