


Nottinghamshire
County Council

Who cany make a complaint?

Any person, including members of the, public; may make: o complaint to- Heatherley, Primary, about ary
procedure:

The difference between a concernv and a complaint

A complaint may be defined as ‘an expression of dissatisfaction howeser made; about actions taker or a

It is irv eneryone's inferest that, concems and, complaints are resolved, ab the, earliest, possible stage.
Many issues can be resolued informally, without the, needs to- use the formal stages of the, complaints
procedure. Heatherley Primary School takes concems seriously and, will, make every effort to resolue the
matter as quickly as possible.

I} you have difficulty discussing a concerny with o particular member- o stoff, we wil respect your
views. T these cases, Mrs James, Headteacher, will refer youw to- another staff member. Similarly, i the)
member of stafl, directly involued, feels unable to- deal with a concern, Mrs James will, refer you to-
ancther stafl member. The member o staf may be more senior but does not hawe to- be. The ability to

We understand, howener; that there are occasions when people would, like to raise their concemns
formally. In this case, Heatherley Primary wills attempt to- resolve the issue internally, throughs the stages
Guidorweomhowtomis&wconwwo&nwkea:wnplmnb

A concerny or complaint carv be made irv person, iy writing or by telephone: They may also be made by a
third, party acting on behalf of o complainant, as long as they have appropriate consent to- do so. We,



W\eﬁob»e&ﬂwnwbstepi&bomake@}owmhoomplamh

Complainants should nob approachy indinidual, governors to- raises concems or complaints. They hane no:
power to- ack on an indinidual, basis and, it may also prevent, them from, considering complaints at later
stages of the procedure;

Complaints against school staff (exccepts the, headteacher) should be, made iny the first instance, to the
headteacher via the school office. Please mark them, as Private and, Confidentials

CWMWWWMWW@M%W%WCW#GW
via the school office: Please mark, themv as Privates and, Confidential.

Complaints about the, Chair of Governors, any, individual, gosernor or the whole goserning body should
b@addressedfofh@Clm%fofh@Gmmngodxé/mﬂﬁesdwooLqﬁm& Please mark them as Private ands
Conllldﬂnhah

For ease of use, a template complaint form is included at the end, of this procedure. I} you require help
in, completing the formy please contact thes school office. Yow can also ask third, party organisations like
the Citigens Adwice to- help you

Our office staff will, deal, with, correspondence confidentially in order to- reach the recipient; securely, and,
promptly (e.g: to-the Chair of Governors or Clerk to- Governors).  This may, mean that your
correspondence is opened, and scanned, to- bes electronically provided, to- the recipient. Al correspondence
wills bes kepts confidentially and, appropriately in accordance with school systems and procedures.

Please note that as copy of the writtery complaint will: be: provided to- the, person(s) yow are complaining
aboub irv order for them, to- bes able to- provide o Jull response. I yow do- nob wish, for the full, written,
complaint to- be provided to- the person(s) you must indicate this i your written, complaint/ or orv the
complaint formu  In this case, an agreed summary of the complaint wills thery be provided, to- the
personls) you are, complaining, about ry onder- for them to responds

In accordance with equality law, we will consider making reasonable adjustments i required; to- enable
complainants to- access and, complete this complaints procedure. For instance; providing information irv
alternatise formats, assisting complainants in raising a formal, complaint; or holding meetings in



Anonymous complaints

W@wdbnotnownalbé/mmeshgab@anomémou&complmnis Thf/Headieach@onChmo}Govmi}

Tume scales

Ywmusbmse’dwoomplmnbu){ﬂ\m3 monﬂrwo}ﬂwmudaﬁbon W@@mqﬂmﬂiﬁdm&d@n@
hare occurred, withiny 3 months of the last of these incidents. We will, consider complaints made outside

We will consider complaints made during school holidays to- hawe beery neceived: oy the Jirsb school day
fter the holidayy period:
Duplicate: Complaints

After o, complaint has been closed, i the school, receines o duplicate (or substantially the same)
complaint Jrom o partner;, spouse; grandparent, child o other person in o close relationship with, the

Complaint Campaigns

I} the school receive as large volume of complaints of substantially the same nature; the: Chair of

In these circumstances it may not be possible to- meet; with, alls indiridual, complainants or correspond,
umiewmdvmplmmbmﬂvmmwﬂwsdﬂo&mmspondmﬂv@wnplat@mponwwdb
offloomplami&recﬂmwmagnotbepos&bletooﬁﬂastagaz Gonmernor Complaints Panel, meeting for
Uwsewmplamant&whoremmdmmhs}wd/unﬂwﬂ\estag@|response Howewnenr, alternatire
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The purpose of this procedure is to- consider and, find, o resolution to- your concern or complaint. Open,
your concerny or complaink. We may ab any point inv this procedure inwite yow to- consider taking part iny
o meeting to- discuss your concern or complaint so- that we can explore together the best way to reach a
satisfactony conclusion.  As the complainant, yow may also ask the school to- engage inv as discussion. Al
parties must consent, to- attend, o meeting of this nature in order Jor it to- proceed:  In the exent that a
ab that stage i} the meeting does nob resull iy o satisfactory conclusion. I} felt, beneficial; ar neutral, third,
officer fromv the Locals Authority or someone Jroms the Diocese if o churchs school Jor excample.

Scope of this Complaints Procedure

Exoephon&bﬂ'\wplooedxm Wheo- to- contach

e Admissions to schools Concerns about, admissions; statutory assessments of Special

o Statutory assessments off Educational, Needs, or school re-organisation proposals should, be
Special Educational, Needs | raised with, Nottinghamshire: Countyy Council, Contach us

e School re-organisation Nottinghamshire: County Council or call the: Customer Service Team
proposals on, 0300 500 800.



https://www.nottinghamshire.gov.uk/contact-and-complaints/contact-us/contact-us
https://www.nottinghamshire.gov.uk/contact-and-complaints/contact-us/contact-us

Complaints abouts child, protection matters are handled, under our child,
protection and, safeguarding policy and, i accordance with relessant;
statutory guidance.

I} you have serlous concems; yow may wish to- contack the Local
Authority Designated, Officer (LADO) who- has local, responsibilifiy for
safeguarding or the Multi- Agenciy Safeguarding Hub (MASH). Tels
0300 500 8090. Email: mashisafeguardingenottsce.gowuk,

Eoodu&mojld'\ddxmﬁrm

through the school’s complaints procedure.

We hawe ar internal, whistleblowing procedure for all, our employees,
The Secretary of State for Education is the prescribed, person for
matters relating to- education for whistleblowers in education who- do
not wank to raise matters direct with their employer. Referrals cary be
made af: wwurediicationigosuk/contactus.

Volunteer staffh who- hawe concems abouts our school should complain
throughs the: schools complaints procedure. Yow may also be able to-
complairy directly to-the Local, Authority on the Department for
Education (see link ahove), depending on the substance ofs your
complaint.

Stafl griexances

Complaints Jrom stafl will be dealt, with, under the school's internal

Staf) conduct

Complaints about staff (including from govemons) will be, dealt with
under the school's intemal, disciplinary procedures, i appropriate:
Complainants will: nob be informed, o any disciplinary action taken
against o staffh member as o results o & complaint. Howeer; the
complainant, will: be notified: thats the matter is being addressed iny line
with school’s internal, procedures.



https://www.nottinghamshire.gov.uk/care/childrens-social-care/nottinghamshire-children-and-families-alliance/pathway-to-provision/multi-agency-safeguarding-hub-mash
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.education.gov.uk/contactus

o Complaints aboul services Providers should, hare their own complaints procedure to deals with

who may use school
e National Curriculumy - P[@ase/contad/t}wDepr}onEduoahmvaiﬁ

I} @ complainant, commences legal action against Heatherley Primary, in relation to- their complaint, we
proceedings have been concluded.

Withdrawal of & Complaint
I} @ complainant; wants to- withdraur their complaint; atr any stage of the procedure; we will; ask them, to-
confirm this v writing.  Once received, we wills confirm in writing to the: complainant that this matter s
to withdraur the: complaint, but does ot confirm this in writing, we wills write to- the: complainant to- adwise
then that the complaint is closed:

Resolving complaints - the procedure.
At each, stage inv the procedure; Heatherley, Primary wants to- resolue the, complaint. T} appropriate; we,
uill acknowledge that the, complaint ts upheld: in whole or irv parts Trv addition, we may offer one o more
of the Jollowing:

e an emplanation

e an admission that the situation could, hawe been handled, differentlyy or better

e o assurance thab we will try to- ensure the exent complained, o ull not recur

e an explanation o the steps thot hawe heen, or will, be takeny to- help ensure that i will: not happen,

again ands an indication o the timescales within which any changes will: be: made
* an undertaking to remiewr school policies in lights of the complaint
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* an apology.
Informal Stage

Many, concerns will, be dealt; withs informally, wher yow make thems known to- us.  The first point, of
contach should be your child's teacher/form tutor:  If your concerns are iy respect o} o particular
member of staf, yow should, contack the Headteacher/Principal, (or Head, of Department as' appropriate.)
There s no need, ab this stage to make your concerns knowr i writing, but the stafl member responsible
Onwce your concern is made knowr to- us, we will contact yow by telephone or in writing as soon as
possible and, we may make arrangements to- meet with, you to- discuss your concerns and, desired
outcomes iny mores detail, to- gairny @ better understanding.  Our focus in this informal, stage wills be to- seek
darifications on your complaint and find: o resolution. We wills also- consider hour we cany work withy yow
positively to find o way forward. Ay actions or monitoning of the situation that has beers agreed will
be, communicated clearly and, confirmed, i writing to- you.

T} necessary, we will, contact appropriate people who- mawy be, able to- assist us with our enguiries into
your concerns. We will: normally update, yow on the progress o our enquiries within 10 school, days:
Once we have responded to your concern you wills hawe the opportunity of asking for the matter to- be
considered further. We would, expect that, the, majoritiy of concenns o complaints will be resolied; ab this
early stage.

I} you are still dissatisfied following this informal, approach or we consider thats a formal, approach is

(Stage I).

Stage, | - Formal, Complaint

successfully reached, a resolution. It applies where yow do not feel the: informal, approach, has dealt; with,
your concenu Yow should submity your written, complaint, (please use the: Complaints Form included, i
stage:

Normally, your writtery complaint should be addressed to- the Headteacher/Principals If, howener, your
complaint concerns the, Headteacher/Principal personally; i should be sent; to- the school marked, “for the
attention of the: Chair of Governors” and, should, be marked, private: and, confidential. Your writtery

8



We will acknouledge your complaint inv writing as soon as possible after receiving . This will usually
complaink:  This could be the Headteacher/Principal (or o member of the, senior leadenship team
delegated by the Headteacher to innestigate, bub not reach o decisions o the complaint), Chair of
Gorernors, Complaints Governor or another suitably expenienced and, impartial, persorny nominated by the
schools

Normalhéa, weumﬂdexpeotfowspondwmwwoomplmnbw{ﬂﬁmﬁ schoobdo.g&bubt}ﬂu&t&not

provide o fulls response.

As part o} our consideration of your complaint, we would usually trwite yow to- a meeting to- discuss the

and take statements Jrom others involved, who may also- be accompanied: If the complaint centres on o
complaint (e.g. Gomernor Complaints Panel, members). It may be necessary to- redact or remove the
identity of the person gining the statement; or any third, party, it may mention e.g. another pupil

We will, normally, talk to- pupils withy v parent; o carer present, unless this would delay the inwestigation
o} a serlous or urgent; complaint; or where: o pupil, has specifically said that they would, prefer the, parent;
or carer nob to- be inwolved. Irv suchy circumstances, we wills ensure that: another member of staff, with,

meetings and, telephone conmersations, ands any other related documentation.



Once the person inmestigating your complaint has established, all the relexant facts, they will; send, you a
resolive the complaink You may be irwited to- a meeting to- discuss the outcome as parts of our

I} yow remainy dissatisfied, withs the outcome of your complaint ab Stage |, yow may, wish, to proceed, to
Stage 2, as detailed, belous

I}gounoomplainbl&]oinﬂgoboubfhecmandvmcm U\benhmgovemmgzbodgonth@madm\hd/qll
independent; inaestigator may be taker fromv the Local, Authority or Diocese as appropriate:

Stage 2 - Consideration by a Governors Complaints Panel,

I} your complaint has already beer through Stage | and, yow are nots satisfied, with, the outcome you cany
ask for your complaint to- be, considered at o Governors Complaints Panels whichs is the final stage of the
complaints procedure. Should, your complaint be upheld at Stage |, o request to- mose to- Stage 2 may,
be refused:  Yow wills be: admised, of this i wniting by the: Chair of Governors and the decision will, be
final.

At Stage 2, a Governor Complaints Panel consisting of 3 unbiased, and impartial, governors will be
to be present onv the panel. Where required, adwmice can be soughts from the Diocese or Local, Authority,

The Governons Complaints Panel, hearing operates according to-the following formal, procedures:
Withirv |0 school, days of receining the outcome of your complaint at Stage |, yow must write to- the
Chair of Gorvernors (or the Clerk to- Gomernors vias the school, office i the: complaint ts about, the, Chair)

10



Yow should, state specifically why you are not satisfied with the outcome ab Stage | and, whab resolution

yow are seeking. I} the reasons for your appeals against the outcome a Stage | are nots cdlear; the school
may come back to you for further clarity. I clarification is nob receirsed, fromy yous the, Chair of
Gowvemors may consider that there, masy be, o, cases to- closes the, complaint without o Stage 2 Govenors
Complaints Panel; as detailed in the, procedure belowr (Closure of Complaint, Section). The Gouernor
Complaints Panel, will not normalliy ressiewr any news complaints ab this stage or consider evidence
unrelated to the initial, complaint to- be, included. Newr complaints should, be dealts with from Stage, | of

Adm%uﬂbbeappdrﬂeduﬁwo%&a&nmdedgbwwfomwswz and, will corwene a
20 s&w&dag&qﬁo&nmﬂedgmgww&t}onaw&m@ng(wb&e&b%m@a&h@q}db

You will be asked by the clerks whether yow wishy to- provide aruy further writtery documentation in support
of your appeal:  Youw should only, provide information thab s relexant; up to the time of raising your
concermns and, nob issues that, have anisen subsequent to- the inwestigation findings. Y ouw will also- be
asked whether you will be calling any witnesses and. i you are being accompanied by o companion.
The Headteacher/Principal, and/or person who- irwestigated your complaint (as appropriate) will: also- be
asked, to- submity documentation related, to the inwestigation and the outcome inv response to- your appeal.
They will also be asked, to- provide details of any witnesses that they, intend, to- calls and, aruy companions.

Please note that representatises from the media are not permitted to attend.  As the, Governor
Complambspon}ebm@ehngzwnot@}owmqlll@gdp:\oceedmg l@gaLnepx%eniohon/would/notnmmaUH/be
permittecs

Al parties wills be asked, for dates wher they will be: anailable and yow will be: informed, ab least; |0
witnesses and companions. We hope youw wills feel, comfortable with the meeting taking place in the

The clerk will provide all, parties withy o date to- submits the documentations and names o
clerk will, collate and, distribute the papers to- all, parties; ab the same times ot least; 5 school days prior to-
Gorvernor Complaints Panel. The panel, will not normally accept, as exvidence; recordings of

11



recordeds

With the irwite letter, WM%WM@W#WPWM%GWCW
m/ee’tingz. Itmlbfhmpmoeedwwabsmwmﬂwba&&qﬁwmmm}rwdbpwﬁw

A&@WWMW@(M@WWW)WWMWWMMW%
Mdmm%hmmgbgw@o}ﬂwmwml}wpa@wmwdow@wmm
clerk,
TMM#WWMWM%W@MWTH@WWMQ
s allowed. SMWW%%@WWWMGRWMWM
Itwmmﬁo%@mwﬁwnmmmngqﬂ%nmgwﬂmwwmammg
resolution to- the: complaink.  Howener, recording may be permitted if a complainant’s own disability, or
be recorded, inv any minutes taker.
m&,wuﬂbb&a%s&iom&ngh&and@nwﬁmmm
Th@GoverhComplamt&Pw\emeaketh@}oUouﬂngdwsmn&

e Dismiss or uphold the complaint iy whole or inv parts

o Decide on the appropriate action to- be taken to resolie the complaint; iff b is upheld, iy

o mewwmwmmwmmm&qﬂ@

The Chair o the Panel, (or the, Clerks on behall of the, Chair) will provide the, complainant, with a full,

letter will; also bes sents to- the Headteacher/Principal, the: Chair of Gosernors and, the person who

12



been handled.

We will keep o copy, of all, correspondence and notes on file in the, school's records bub separate from
headteacher/principal; and/or the indiridual's line manager. Youw are nob entitled to participate inv those

I} your complaint; is:
o jointly about the Chair and Vice Chair or
. Uw/e,nhx\egovemmgzbodg;on
¢ the mojortty o the governing body
Stage 2 will be heard by o committee of three independent; gosernors following the process outlined,
abowe. Suppo&/w{ll;b@soug}\t}r\om/l\lcc Govemonsmfo}aoditoi’ethi&
Final Steps

yow canv contact the: Department, Jor Education after Stage 2 has beens completed.

TMDMMEWMWWWMM@WHWWO}WMMW
any decisions made by Heatherley Primary School. They will: consider whether Heatherley Primary has
Ymmne}en%oupwmplambfoﬂwDepwtnmb}onEdumhmonhmob
wwureducation.gowuk/contactus, by telephone on: 0370 000 2288 or by writing, to:

Department, for Education
Piccadilly Gate

Store Streeb

Manchester

13
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Ml 2WD.
M . . | | . |
Note - This policy carv be adapted to- manage unreasonable or persistent; contact not directly associated

high quality service to- those who- complain. We will not normally, limits the contact complainants hare

acion to- protect staff fromy that, behariour; including that whichy i abusinve, offensime or threatenings

o refuses withiny a reasonable timeframe to- articulate their complaint or specify the grounds of o
commented, on
them replaced,

Department; Jor Education
14



* seeks anv unrealistic outcome
* makes excessime demands on school time by frequent, lengthy, and, complicated, contact with stafl
regarding the complaint irv person, v writing, by email; and/or by, telephone while the: complaint is
being dealt; with
* uses threats to intimidate
* uses abusime, offensive or discriminatory language or wiolence
e publishes unacceptable information on social media or other public forums.
Yow should, try to- limit, your communication with the school, thal relates to- your complaint, while the
complaint i being progressed. It is not helpful, i} repeated correspondence is sent (either by letter, phone,
email, or via social media), as i could delay the outcome being reached.
Wheneser possible, the headteacher or Chair of Governors wills discuss: any, concerns with you,
I} your behaniour continues; the headteacher will, write to- yow explaining that their behaviour s
unreasonable and ask you to- change it. For complainants who- excessimely contact Heatherley Primary

communicate our actions irv writing. This may include barring an indisidual from Heatherley, Primary, iy
Closure of Complaints
Vwommmugﬂwschmbuﬂbﬁedﬁhabwneodsw%wwdmam@mbm%

. .L&Still/ . . !.

We wills do- all, we canv to help to resolve o complaint against the school but: sometimes i i simply not
possible to- meet all of the complainant’s wishes. Sometimes it is simply o case of “agreeing to- disagree’.

I}@WMWWW@WM%WM-@WHMPW Chair\qfl
Gowvernors, Locall Authority or anyone else - this cary be extremely time-consuming and, can detract from

15



TMCW#GWMW%WWWWMWWWWWW
thneunﬂvfhes&moobcomplmnb&p:\ooedwe or@ﬂwﬁlom’drwoose@nwdose&

After closing o complaint; if the school receives a duplicate (or substantially the same) complaints fromy a

U’\opx\ooes&l&nowcompl,eie.
Imm@'ma_liwwmm do&mmag;owmbe}m\ewoomplmnbha&mdwadfstag@Twoqﬂﬂwa
complaint, procedure. TN&@W@GWCWPMW@WWM%M

Th@CWqﬂGmwdwd&thﬂq@mmﬂwtwmmmmmmmw
resolve the, complaint and, that: o Goasernor Complaints Panel would: not help to- mowve things forwards
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Complmnb Form

will be takeru.

YOUI"T\O[T\E/Z

PupiL’s; names (l} releaant):

Address:

Postcode:

Da;a,ﬁmejtelq:)honbnwnbeﬂ Evenm;g,telq_)honbnmnbav
Emaill Address:

school about it

17



Are you attaching any paperwork? I} so, please give details.

Signature:

Date:

Official, use

Dat&acktwwl;edgﬂnenbsenb:

Bgzwho:

Complaint referred to:

Date:
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Please: note: that a copy ofs the, written, complaint will: be, provided, to- the person(s) you are
complaining aboub in order for them to- e, able, to- provide: a Jull response: T} yow do- nob wish,
for the, Julls written, complaint to- be, provided, to- the person(s) you must indicate this in your
complaint/ complaint form.  Try this case an agreed: summary ofs the complaint will, ther be
provided to- the person(s) you are complaining about inv order for- them to- respond.

Appendioo | Roles and Responsibilities
Complainant
The complainant wills receive a more effective response to-the complaint i they
(] e/x,pim‘n/ﬂ’\e omnpl,o.inb WMWWMW'Ho
* co-operate with the school, inv seeking a solution to- the complaint
o r\e&pomd) px\ompﬂlt}/to r\equf,st&}or\ m}ommhom or meetings o irv ag,rw‘ngzﬂ"ue details q]l’d’w/
oonnpluint
* ask Jor assistance as needed

TheRoloo}ﬂwInNexsﬁgah)f\
The irwestigator’s role is to establish the facts relesant to- the: complaint by
who has been, innvolved
| | Onoll 5[‘]%;,”’(){\{1“ I‘AH )
The inwestigator should:
19



p;\epw*eaoompx\e}msimeheportﬂwbsd:&oubﬂw}ad& Ldﬂ\h}w&soluh,on&and;r\eoonmmd&

Clerk to the, Complaints Panel

TMCMWMWWMWMMWWMMWMMM

ensure that all, people innoled i the, complaint, procedure are, aware; of their legal rights and,

duties; including ansy under legislation, relating to- school, complaints; education law; the Equalifiy
Act 2010, the, Freedom o Information Act 2000, the Data Protection Act (DPA) 2018 and the

General, Data, Protection Regulations (GDPR)

set,the, date, time and, venue of the meeting, ensuring that the, dates are conwenient to- all, parties
(ip they are inwited to- attend) and that the, venue and, proceedings are accessible

timescale

Chair o} the: Gosernor Complaints Panel

TMCW#WGWCWWPM w’rwwnowwwbeduwadwanwo}ﬂwpan&medmg/s}wubd/
ensure that:

20



complainb by a specified date i admance of the meeting

the meeting s conducted, inv anv informal, manner, s not admersarial, and that; i all, parties are
complainants: who may not be used, to- speaking abs such, & meeting are put ab ease. This is
pwhwlw{%mipo&anbt}fhewnplmmbwwohdd/wgpﬂm

writtery matenial ts seerv by exeryone inv attendance, provided ity does not breachs confidentiality or
ama/mdxmdualfs/r\ghi&towoogzwwdﬂ\ﬂ'\e Data Protections Act 2018 or General Datas Protection
Regulations.

the issues are addressed,

ke findings of fact are' made

the meeting s minuted,

they liaise, with the, Clerk,

Goraernor Compluinb& Panell Members

Panel members should be ausare that:

No- gosernor may sit; on the panel, if they have had) ar prior inwolvermnent; i the, complaint or iy the,
school and, the: complainant.  We recognise thats the: complainant, might: ot be satisfied, with, the
and, make recommendations.

many, complainants wills leel, nerous and, inhibited irv o formals setting.  Parents/carers ofter [eel
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emotional when discussing an issue that affects their child, Extra care needs to be taken, when the
complainant s o, child/goung person and, present, during all, or part ofs the meeting. Careful,
consideration of the atmosphene and, proceedings should, ensure that the, child/young, person does
nob Jeel intimidated.

The panel, should, respech the, views ofs the, child/young person and, ginse ther equal, consideration
to- those of adults. T the child/young, persony is the, complainant, the panel should, ask iny aduance
i any support is needed, to- help them present; their complaint. Where the, child/young, person’s
parent is the: complainant; the panel, should give the parent: the opportunitiy to- say which parts of
the meeting, i any, the child/young persor, needs to attend. Howener, the parent should, bes
adwised, that, agreements might nob always be possible if the, parents wishes the child/young person
to- attend @ part of the meeting thab the panel, considers is nob iny the, child/young persons hest
interests.

. U\ewd}meo}ﬂwduld/gmmgzp@soml&pm\amounb
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Appendix 2

COMPLAINTS PROCEDURE

Informal concern or complaint

!

Concern responded to and resolution

| proposed/action taken.

¥

Concern or
complaint resolved.

—

Complaint resolved.

!

Complainant remains dissatisfied

Written complaint to be submitted within 10 school
days of the conclusion of the informal stage

!

Stage 1 — Formal Complaint.

Complaint acknowledged by the school within 3 school days.

!

Investigation

The person investigating the complaint will be appointed and will
aim to respond in full to the complaint within 15 school days.

l

Unsatisfactory outcome for the complainant.

Complainant to request complaint be considered at Stage 2
within 10 school days of receiving Stage 1 outcome.

l

Stage 2 — Governor Complaints Panel

Panel aims to consider the complaint within 20 school days of the
Clerk acknowledging receipt of the request.




!

Complaints Panel Decision

The clerk will confirm in writing the decision of the panel within 5 school days
of the panel meeting. School Procedure concluded. If the complainant
remains unsatisfied they must contact the Department for Education.

Appendix 3
MANAGING SCHOOL COMPLAINTS
Complaint relates to: Informal Stage | Stage 2
Formal Complaint, Panel
(Trwsestigation)

Pupils;, parents or staff The appropriate Headteacher or other Panel, appointed by the
(other than the member of staff Senior Manager Chair o} Governors
Headteacher)

The Chair of Governors; | Panel appointed, by the
Complaints Governor or | Chair of Governors (o~
The Headteacher No- informals stage impartial, persor Vice Chair i the: Chair
(go- to Stage 1) nominated by the Chair has had, previous
irwolvemnent).
Chair of Gosmernors or Panel appointed by the
A Gormernor or group of | No- informal stage | another nominated non- Chair of Gowvernors (or
Governors (go to Stage 1) staf) governor (which Vice Chair i the: Chair
(other than the Chair of could incude o has had, previous
Gowvernonrs) gorernor/ associate irwolvement)
member from another (The panel; could, include
school). @ gosernor/ associate
member from, another
school).
Vice chair of Governors | Panel, appointed by the
or another nominated, | Vice Chair of Gosernors.
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The, Chair of Governors | No-informal stage: | non-staff governor | (The panel could include
(or o group of (goto Stage I) | (which could include | governors or associate
Chair of Governors) mernben from ancther school).
school).
School to referthe | Nottinghamshire Countiy
complaint to Council, Governor
The whole body of | No informal stage. | Nottinghamshire Countyy | Senvices to nominate ar
Govemors (go to Stage 1) Council, Governon independent, panel, of
Services who will gorvernors or associate
nominate arv members.

inwestigating officer:
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