[bookmark: _Hlk196486650]


	Title:
	Complaints Policy

	Internal Reference:
	L4L-GY-008

	Approved by:
	Claire Bramley

	Reviewed on:
	4.8.25

	Version No:
	V2

	To be reviewed by
	4.8.26




[image: ]


Learning4Life-GY 

Complaints Policy


















[bookmark: content]Overview
Under Section 29 of the Education Act 2002, schools must have a complaints procedure in place to deal with complaints relating to the school and to any community facilities or services that the school provides.  
· Anonymous Complaints – These will not normally be investigated.  However, the Principal or Chair of Governors, if appropriate, will determine whether the complaint warrants an investigation.
· Complaint Campaigns – where the school is the focus of a campaign and receive a large volume of complaints (All based on the same subject); (From complainants unconnected with the school.) The school may choose to respond by sending a template response to all complainants or publish a single response on the school’s website.
Time Scales 
 Complaints must be raised within three months of the incident or, where a series of associated incidents have occurred, within three months of the last of these incidents.  We will consider complaints made outside of this time frame if exceptional circumstances apply.
Complaints received outside of term time – Complaints received outside of term time will be considered on the first school day after the holiday period.
There are certain complaints, which fall outside the remit of the governing body’s complaints procedure, for example, staff grievances, safeguarding issues, allegations or disciplinary procedures. Separate procedures are in place for dealing with these cases. (To be found in the corresponding policies associated i.e. staff handbook, disciplinary policy, safeguarding policy, allegations management procedure)
In addition, it is recommended that the governing body ensure that any third party providers offering community facilities or services through the school premises, or using school facilities, should have their own complaints procedure in place.
It should also be noted that the majority of issues raised by parents, trusted adults, the community or pupils, are concerns rather than complaints.  However the governing body and school is committed to taking concerns seriously, at the earliest stage to resolve any issues which is always in the best interest of children and parents/carers/ trusted adults.
Any formal complaints made will be dealt with fairly and as speedily as possible, in a sensitive, impartial and confidential manner.







Purpose of the Complaints Policy/Procedure
This procedure aims to reassure parents, trusted adults and others with an interest in the school that:
· Any complaint against the school will be dealt with in a fair, open and responsive way, with the aim of achieving a speedy and satisfactory resolution: and
· The school recognises that a willingness to listen to concerns/criticism and to respond positively, can lead to improvements in school practices and provision for pupils.
General Principles of Complaints
In summary there are four stages:
· Stage 1 (informal): concern heard by an appropriate staff member 
· Stage 2 (formal): complaint heard by Principal. 
· Stage 3 (formal): complaint heard by Panel hearing 
Stage 1 – Informal Stage
On occasions, a parent/ trusted adult may raise a concern directly with school staff without any formality.  At this stage, it may be unclear whether the parent is making a complaint, seeking information, or has misunderstood a situation.  Schools need/trusted adult to be clear about the difference between a concern and a complaint.  It would be helpful if staff were able to resolve issues on the spot, including offering an apology where necessary.  Taking informal concerns seriously at the earliest stage will reduce the numbers that develop into formal complaints.
The underlying principle is that concerns ought to be handled, if possible, without the need for formal procedures. The requirement to have a complaints policy/procedure need not in any way undermine efforts to resolve the concern informally.
Concerns can be raised with the school at any time and will often generate an immediate response, which will resolve the concern. The school requests that parents/ trusted adults make their first contact with their child’s tutor.  On some occasions the concern raised may require investigation, or discussion with others, in which case you will receive an informal but informed response within a day or two.  Most concerns will be satisfactorily dealt with in this way.  However, if you are not satisfied with the result at stage 1, please write to or call the school within 10 school days. The school will then look at your complaint at the next stage.
Stage 2 Complaint heard by Principal
If the concern is not resolved immediately and the parent confirms a complaint, the opportunity to refer the complaint in writing about the matter with an appropriate member of staff will be given e.g. Principal, Teacher.  In the case of the complaint being against the Principal, this stage will always be heard directly by the Panel hearing.
The Principal may delegate the task of collating the information to another staff member but not the decision on the action to be taken. The Principal will arrange for the complaint to be acknowledged within 5 school days of receiving it and a meeting may be convened to discuss the matter further. Following the investigation, the Principal will aim to provide a written response within 10 school days of sending the acknowledgement. However, if a complaint is more complex to review this can be extended to a maximum of 20 school days. The school will provide you details of the new deadline and an explanation on the delay. If you are not satisfied with the result at stage 2, please write to or call the school within 10 school working days of getting our response. The school will then look at your complaint at the next stage
Stage 3 – Complaint heard by Panel Hearing
If the matter has not been resolved at Stage 2 or the complaint is about the Principal, then you will need to write to the Chair of Governors c/o the school for a Panel Hearing to be organised. The Panel Hearing lead will arrange for the complaint to be acknowledged within 5 school days of receiving it and a meeting convened to discuss the matter further. Following an investigation, the Panel hearing committee will aim to provide a written response within 10 school days of sending out the acknowledgement. The panel will consist of at least three people who were not directly involved in matters detailed in the complaint and at least one panel member will be independent of the management and running of the school. However, if a complaint is more complex to review this can be extended to 20 school days. The school will provide you details of the new deadline and an explanation on the delay.  Parents/ trusted adults will be able to attend the panel hearing if they wish and a copy of the panel findings and recommendations will be provided to the complainant and, where relevant, the person complained about, and available for inspection on the school premises by the proprietor and Principal. If you are dissatisfied with the result at stage 3, you will need to let the school know within 10 school days of getting the response. The school will then look at your complaint at the next stage. 
A written record will be kept of all complaints that are made whether they are resolved following a formal procedure or proceed to a panel hearing; and action taken by the school because of those complaints.  Such files will be kept confidential except where the Secretary of State or a body conducting an inspection under section 109 of the 2008 Act requests access to them
Investigating Complaints
It is suggested that at each stage, the person investigating the complaint makes sure that they: -
· establish what has happened so far, and who has been involved
· clarify the nature of the complaint and what remains unresolved
· meet with the complainant or contact them (if unsure or further information is necessary)
· clarify what the complainant feels would put things right
· interview those involved in the matter and/or those complained of, allowing them to be accompanied if they wish
· conduct the interview with an open mind and be prepared to persist in the questioning
· keep notes of the interview


Resolving Complaints
At each stage in the procedure schools will want to keep in mind ways in which a complaint can be resolved.  It might be sufficient to acknowledge that the complaint is valid in whole or in part. In addition, it may be appropriate to offer one or more of the following:
· an apology
· an explanation
· an admission that the situation could have been handled differently or better
· an assurance that the event complained of will not recur
· an explanation of the steps that have been taken to ensure that it will not happen again
· an undertaking to review school policies in light of the complaint
It would be useful if complainants were encouraged to state what actions/outcome they feel might resolve the problem at any stage.  An admission that the school could have handled the situation better is not the same as an admission of negligence.
An effective procedure will identify areas of agreement between the parties.  It is also of equal importance to clarify any misunderstandings that might have occurred as this can create a positive atmosphere in which to discuss any outstanding issues.
Unreasonably Persistent Complaints
If properly followed, a good complaints procedure will limit the number of complaints that become protracted.  However, there will be occasions when, despite all stages of the procedures having been followed, the complainant remains dissatisfied.  If the complainant tries to reopen the same issue, the chair of governor can inform them in writing that the procedure has been exhausted and that the matter is now closed.
Withdrawing a Complaint
If a complainant wishes to withdraw their complaint, they will be asked to confirm this in writing.
Complaining to Ofsted
· Ofsted has powers to investigate certain types of complaint from parents to help them to decide whether to inspect a school.
Before complaining to the Secretary of State, ESFA or Ofsted, it is expected that all stages of this procedure have been exhausted.



MANAGING AND RECORDING COMPLAINTS
Recording Complaints
Learning4life-GY will record the progress of the complaint and the outcome.  A brief note of meetings and telephone calls will be kept, and a copy of any written response added to the record.  All notes will be kept securely and encrypted where appropriate.
Governing Body Review of Complaints
The governing body will monitor the level and nature of complaints received and review the outcome on a regular basis to ensure the procedure is operating effectively and make any amendments where necessary.  Complaints information shared with the governing body will not name individuals.
In line with GDPR the school will retain records relating to complaints for a period of six years.

COMPLAINTS PROCEDURE
How to raise a concern or make a complaint
A concern or complaint can be made in person, in writing or by telephone.  They may also be made by a third party acting on behalf of a complainant, as long as they have appropriate consent to do so.
Concerns should be raised with either the class teacher or Principal.  If the issue remains unresolved, the next step is
Stage 1 Informal Stage – Complaint heard by staff member
If wishing to proceed with the complaint, the person will be invited to put the complaint in writing to the principal or chair of governors.  The written complaint should be sent to the Principal or chair of governors within ten school days.  
Stage Two and Three– Complaint heard by Panel Hearing
Where the Principal has addressed the complaint at stage one, the chair of the panel hearing will become involved at this stage.  Where another staff member has addressed the complaint at stage one, the principal will hear this stage.
The chair of the panel hearing or Principal will acknowledge the written complaint within five school days of receipt and provide an opportunity to meet the parent to discuss the complaint. At this point the chair of governors and Principal may still seek to resolve the complaint informally.
The chair of the panel hearing or Principal will investigate the complaint; hold the panel (to which the complainant can be in attendance if they wish, and a written response will normally be made within ten school days of receipt of the complaint.  If this is not possible, a letter will be sent explaining the reason for the delay and providing a revised target date.
The written response will include full reasons for the conclusions reached by the panel hearing or Principal and what action, if any, the school proposes to take to resolve the matter.
Complaints and Appeals specific to examinations
Appeals against the outcomes of post-result services (clerical re-checks, reviews of marking and reviews of moderation)
Candidates who request access to scripts, clerical re-checks, reviews of marking and reviews of moderation must do so in writing to the Head of Centre. The Learning4life-GY Access to Scripts, Review or Results and Appeals Procedures must be followed in such cases.
Appeals
Any appeals for internal candidates must be submitted to the Head of centre. 
A Head of centre can appeal against the outcome of a clerical re-check, a review of marking or a review of moderation.  If a candidate disputes the centres decision not to support a clerical re-check, review of marking or review of moderation they must submit a written complaint to the Principal (stage 2 of complaints procedure) or alternatively submit a written complain to the Chair of Governors (stage 3)
When providing their consent to a clerical re-check or review of marking, a candidate also confirms that they understand that the outcome of any subsequent appeal might be that their final subject grade and/or mark may be lower than, higher than, or stay the same as the result which was originally awarded.
A private candidate may submit an application for an appeal directly to an awarding body and may appeal against the outcome of a clerical re-check or a review of marking.  Appeals must not be submitted until the outcome of the relevant post-results service.
Appeals can be submitted if the candidate consider that either:
· The marking or moderation (or review of marking/ moderation) error has occurred; or
· The awarding body did not apply its procedures consistently, properly or fairly.
In its guidance for Qualification Level Conditions, Ofqual defines marking error and moderation error ground for appeal as follows: ‘A Marking Error is defined as the awarding of a mark which could not reasonably have been awarded given the evidence generated by the Learner, the criteria against which Learners’ performance is differentiated and any procedures of the awarding organisation in relation to marking, including in particular where the awarding of a mark is based on – (see below)’ 
‘A Moderation Error is defined as a moderation outcome which could not reasonably have been arrived at given the evidence generated by Learners which was considered for the purpose of Moderation, the centre’s marking of that evidence, the criteria against which Learners’ performance is differentiated and any procedure of the awarding organisation in relation to moderation, including in particular where the outcome of moderation is based on
 • an administrative error; 
• a failure to apply such criteria and procedures to the evidence generated by the Learner(s) where that failure did not involve the exercise of academic judgment; or 
• an unreasonable exercise of academic judgment’.
If an application for an appeal is accepted, an investigation into candidates’ or centre’s results, and/or the awarding body’s procedures, will follow. Appeals accepted for investigation on procedural grounds will not generally involve a further review of candidates’ work.

How to appeal
The head of centre or private candidate (the appellant) should submit a written request for an appeal to the relevant awarding body. A list of the awarding bodies’ contact details is provided in Appendix A, page 21. Form (JCQ/App1) can be used (see page 18).
Appeals must be made within 30 calendar days of the awarding body issuing the outcome of the clerical re-check, review of marking or review of moderation (“the Outcome”). 
If the reasons for the Outcome and/or a copy of the script(s) have been provided within 15 calendar days of the awarding body issuing the Outcome, an application for an appeal must still be submitted within 30 calendar days of receiving the Outcome.
 If the reasons for the Outcome and/or a copy of the script(s) have been provided beyond 15 calendar days of the awarding body issuing the Outcome, an application for an appeal must be submitted within 15 calendar days of receiving these. 
The grounds for appeal must be clearly and concisely set out.  When an application for an appeal is received, the awarding body will decide whether it will be accepted or not. The preliminary stage involves a consideration of the case by an awarding body officer who has not had any previous involvement with or personal interest in the matter. This preliminary stage will include consideration of the written submission from the appellant.   
After the preliminary stage the case will either be not upheld or upheld in whole or in part. If the case is upheld any necessary further work on the candidates’ scripts or results will be undertaken. Any such work will always be carried out in accordance with awarding body and inter-board JCQ agreed procedures. The preliminary stage outcome letter with reasons will be sent to the appellant. The letter will also detail the next available stage of the appeals process. Following the preliminary stage, the appellant may pursue the appeal to a hearing. The appellant is the head of centre or private candidate who submits the appeal.
Where the appellant wishes to proceed to the next stage of the appeal (a hearing), a written request for an appeal hearing must be sent to the relevant awarding body. 
A request for an appeal hearing must be made within 14 calendar days of receipt of the preliminary appeal outcome letter. Awarding bodies will usually reject appeals made outside of this timescale. 


Complaints Flowchart
CONCERN OR COMPLAINT RECEIVED
	INFORMAL PROCEDURE STAGE 1
	SCHOOL ACTION

	Informal discussion with the relevant class teacher or other relevant member of staff usually resulting in resolution to the issue.
If the complaint is about the Principal – proceed to Stage 3
	The person is informed of the action to be taken to resolve the issue.  If they are not satisfied, they should be provided with a copy of the school’s complaints policy/procedure and information on how to proceed to stage 1.

	FORMAL PROCEDURE- STAGE 2
	SCHOOL ACTION

	The written complaint is submitted to the Principal.
	The Principal acknowledges receipt within 5 school days and provides a full written response within 15 school days.  Information is provided to the complainant on how to progress the complaint to stage 2.

	FORMAL PROCEDURE – STAGE 3
	SCHOOL ACTION

	A written complaint is submitted to the chair of the Panel Hearing
	The chair or nominated panel member acknowledges receipt within 5 school days and provides a full written response with 15 school days.  
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