Abingdon Primary School - Complaints
and Conciliation Policy & Procedures

COMPLAINTS & CONCILIATION PROCEDURES

1 INTRODUCTION

Statutory complaints and appeals procedures exist for a number of areas, including
admissions, exclusions, assessment for special needs, complaints about the curriculum
and child protection issues. Details of these procedures are available from the Local
Education Authority and do not form part of this procedure.

This Complaints and Conciliation Procedure is designed for all complaints for which a
statutory procedure does not apply.

Any person may express their concern about events which take place in school, e.g.,
about the curriculum content or their child's individual progress. Such concerns will
always be taken seriously and investigated thoroughly. In the vast majority of cases
the Head Teacher and/or class teacher will informally resolve this type of complaint
with parents and this will always be encouraged. However, in the event that this cannot
be achieved the procedure to be followed is outlined in this document.

2 PHILOSOPHY

Expressions of concern should be received willingly and openly. By responding positively
to them through our Complaints and Conciliation procedures, we are in a better position
to:

» provide a better service

» know how parents perceive the education service

= know what parents' expectations are

= respond positively to meet the needs of children

» explain to the public the changes that are taking place in education and how we are
responding to these.

Some complaints will turn out to be unfounded or the result of misunderstanding or
poor communication. However, in receiving them and investigating them openly we will
improve parents' perception of school and of the Education Service in general.

As part of our commitment to a quality service, we promise that all complaints will be
investigated fully, fairly and carefully, and complainants will be kept informed of
progress during, as well as at the end of each stage.



3 COMPLAINTS & CONCILIATION PROCEDURE

3.1 Informal Complaints to the School

In the vast majority of cases the class teacher or member of staff responsible for the
issue concerned will informally resolve complaints with parents/carers and this will
always be encouraged.

The Head Teacher would initially receive complaints made directly to the school.
However, where the LA receives a complaint regarding the school, it will forward
details of the complaint to the Head Teacher. The Head Teacher may wish to involve
the Chair of Governors at this stage.

It is hoped that the Head Teacher/Chair of Governors, as appropriate, will be able to
deal with complaints informally at this stage. We commit to making a response to any
such complaint within five working days.

3.2 Complaints to Governors

Any Governor who receives a complaint, either verbally or in writing, should also
immediately refer the complaint to the Head Teacher. The Head Teacher will involve
the Chair of Governors at this stage.

Once again is hoped that the Head Teacher/Chair of Governors, as appropriate, will be
able to deal with complaint informally at this stage. We commit to making a response to
any such complaint within five working days.

Either of the above procedures at 3.1 and 3.2 may involve the Head Teacher/Chair of
Governors meeting with the complainant.

If a complaint to a Governor has been made as a result of a previously unresolved
complaint to the school, the Head Teacher and Chair of Governors will meet with the
complainant in order to attempt to resolve the complaint.

3.3 Formal Complaints

We aim to resolve any complaints in a timely manner. Timescales for each stage of the
Complaints Procedure are set out below in the relevant paragraphs. For the purposes of
this policy, a "working day" is defined as a weekday during term time, when the academy
is open. The definition of "working day" excludes weekends and Bank Holidays. A
formal complaint must be made in writing as soon as possible and no later than three
months after an incident arises or, where a series of associated incidents have
occurred, within three months of the last of these incidents. Complaints submitted
after three months will only be considered where there are extenuating and justifiable
reasons for the delay.

If the informal procedures described above fail to resolve the situation, then the
complainant may choose to initiate a formal complaint. This will be referred to the



Complaints and Conciliation Committee and the Formal Complaints procedure outlined
below will be actioned.

School may also decide to make any complaint the subject of these formal procedures.
The Complaints & Conciliation Committee will invite the complainant to attend the
meeting which considers their complaint and they may make an oral statement if they
wish. The complainant should be allowed to be accompanied, if desired, by a friend,
representative or interpreter.

The Complaints & Conciliation Committee shall be convened from the full list of
governing body members depending on availability and on the nature of the complaint.
The Complaints & Conciliation Committee will acknowledge receipt of a complaint in
writing, by a standard holding letter, within 2 working days. A follow up letter, within
10 working days, will advise of the date of the Complaints & Conciliation Committee
meefting.

This allows time for the meeting to be arranged and for the Head Teacher to conduct a
thorough investigation and prepare for the meeting.

A representative of the local education authority will be invited to attend the
complaints meeting to provide advice to all parties.

Having examined a complaint, the committee should notify the complainant in writing of
the outcome of their deliberations within 15 working days. The decision of the
Complaints & Conciliation Committee will be final and it may uphold the complaint in full,
uphold it in part or decide it is unfounded.

If the complaint is acknowledged to be valid or upheld in part the school should indicate
what remedial action will be taken and the change of policy it intends to initiate to
alleviate similar problems.

Where a complaint regarding a member of staff is upheld, the Governing Body could, if
appropriate, invoke the statutory disciplinary procedures. In accordance with
employment practice the outcome of any such disciplinary procedures should be
regarded as confidential. Officers in the Governor Support Section will provide advice
for Governors who need to reassure a complainant that appropriate action has been
taken without breaching confidentiality.

3.4 Complaints concerning the Local Education Authority

The LA will investigate any complaint relating to an area for which it, or another
department of the Borough Council, has responsibility, or where the complainant has
indicated dissatisfaction with a response received from a Governing Body.



3.5 Complaints to Other Bodies

A complainant may write in the first instance to individuals or groups other than the
head teacher, the Governors, or the Local Authority. These might include Councillors,
MPs, the Secretary of State for Education or the Ombudsman. Where the complainant
decides to follow such a route, the LA will undertake fo liaise with the recipient of the
complaint on behalf of the Head Teacher and Governors.

4 HANDLING DIFFICULT SITUATIONS

There could be occasions when parents express their dissatisfaction through verbal
and physical abuse and intimidation of staff. In the event of persistent problems like
this the Head Teacher and Governing Body will write to the person or persons
concerned warning them as to their future conduct and, if necessary, banning them
from the school site without an appointment. The HT will liaise with the LA in these
circumstances.

When considering complaints, it is important that both parents and teachers should
listen carefully to both sides of the discussion and that a climate of mutual respect for
all concerned should be maintained at all fimes.

5 A DIFFERENCE IN PHILOSOPHY BETWEEN PARENT AND THE SCHOOL
WHICH CANNOT BE RESOLVED

Occasionally, parents/carers visit the Local Authority because they wish to pursue a
complaint about a school where there is no legitimate grounds to press a complaint. In
this situation the complaint is usually about the difference in philosophy of the
parent/carer and the school.

One would always hope that these issues could be resolved at school level through
negotiation and conciliation. However, in a very few circumstances and as a last resort,
parents may wish to consider transferring their child to another school. The
parents/carers should be asked to contact the Local Authority regarding such an issue.

6 AVAILABILITY OF THE DOCUMENT
This document will be made available for inspection within the school and is referred to
in the school's Information for Parents Booklet.



