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Introduction

At Great Walstead, we are keen to deal with worries and problems as soon as possible.  Most concerns are dealt with by telling class teachers who are used to dealing with minor issues on a day to day basis.  The purpose of this document is to let parents know that there are other pathways for parents throughout the school (Early Years Foundation Stage through to Year 8, day children and boarders) to express complaints and concerns, if necessary more formally.  In the vast majority of cases we hope that informal channels will resolve problems without resort to the formal complaints procedure outlined below.  If pupils wish to make a complaint they should feel able to do so and, where this is done in good faith, they will not be penalised.

This policy:

· sets out clear time scales for the management of a complaint;

· allows for a complaint to be made and considered initially on an informal basis;

· provides a procedure for a complaint to be made in writing where parents are not satisfied with the response made to a complaint made on an informal basis;

· makes provision for a hearing before a panel appointed by or on behalf of the governing body which consists of at least three people who are not involved in the matter giving rise to the complaint;

· ensures that such a panel consists of at least one person who is independent of the management and running of the school;

· allows for parents to attend and be accompanied at such a panel if they wish;

· complies with Standard 5 of the National Minimum Standards for Boarding Schools:
· the complaints procedure is available not only to parents but also to all staff and boarders; 

· boarders and their parents are informed by the school how they can contact OFSTED regarding any complaints concerning boarding welfare; 
· a written record is kept of serious complaints and their outcomes for regular review by the head or a senior member of staff; 

· complaints are resolved either to the complainant’s satisfaction, or with an otherwise appropriate outcome which balances the rights and duties of pupils; 
· pupils are not penalised for making a complaint in good faith. 
· Is made available to parents of pupils and or prospective pupils at the school.

· Is available in school for inspection by the Headmaster.

Informal Complaints Procedure

1. Speak to child’s form teacher or tutor about your concerns.

2. If they cannot help, speak to your child’s Head of Section.

3. If the Head of Section cannot help, then speak or write to:

a. The Deputy Head of the School (Pastoral) on pastoral and behaviour matters,

b. The Deputy Head of the School (Academic) on curriculum issues,

c. The Headmaster if the seriousness of the concern warrants it.

4. The Chairman of Governors can also be contacted informally if appropriate via the school office.

Formal Complaints Procedure

1. Write to the Headmaster with a clear account of the concerns you have.  You should indicate that you are making a formal complaint at this stage.

2. The Headmaster will reply (within 5 working days) suggesting a way forward to deal with your concern. The hope would be that the problem could be resolved as a result of his suggestions.

3. If you feel that the school has failed to respond adequately to your complaint, you may write to ask that a panel of three (two of whom will be Governors who must not have any involvement in the issues up to this point and one of whom will be a person wholly independent of the management and running of the school) be convened.  This meeting will take place within three weeks from the date of the Headmaster’s letter and you will be given at least two weeks’ notice of the date of the meeting.  You will be entitled to attend the hearing (and be accompanied at it if you so wish).  The findings and recommendations of this hearing will be made available to the complainant, the Headmaster and where relevant the person complained about.  Any recommendations from the hearing will then be acted on.

4. The school will keep a written record of all complaints and of whether they are resolved at a preliminary stage or proceed to a panel hearing. These records will be kept for three years and will be provided to OFSTED or the Independent Schools Inspectorate on request.

5. Correspondence, statements and records relating to individual complaints will be kept confidential except where the Secretary of State or a body conducting an inspection under section 162A of the 2002 Act, as amended, requests access to them.

Early Years (Nursery and Reception)

Complaints arising and concerning children in the Nursery or Reception are covered equally by this policy but the following elements also apply:

· A record of complaints is kept for at least three years

· The results of an investigation arising from a complaint will be given to the complainant within 28 days of the complaint being raised.

· The school must provide OFSTED and ISI, on request, a written record of all complaints made during any specified period, and the action which was taken as a result of each complaint. 
Other Contact Details

1. Any boarders or parents of boarders may contact OFSTED regarding any complaints concerning boarding welfare. (www.oftsted.gov.uk or ring 08456 014772).

2. Parents of day children in the Early Years Foundation Stage (Nursery and Reception) and throughout the school may also contact OFSTED (details as above) or the Independent Schools Inspectorate (www.isi.net or 020 7776 8849).
______________________________________________________________

Reviewed by: Jeremy Sykes; date: Nov  09  Next Review date: Feb 2010

1

