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Who can make a camplalnt?

This comlolamts Iorocedure is not limited to parents or carers of children that are registered at
the school. Any person, anludlng members of the Ioublic, may make a com,olalnt to Newton
Hall /nfants' School about any provision of facilities or services that we Iorovide. Unless
complamts are dealt with under separate statutory Iorocedures (such as aloloeals relatlng to
exclusions or admissions), we will use this comlolamts Iorocedure.

The dlfference, between a concern and a complalnt

A concern may be deﬁned as ‘an expression of worry or doubt over an (ssue considered to be
important for which reassurances are jauy/zz‘.'

A complamt may be deflned as ‘an expression of a’[_fjaz‘z'gfacz‘z‘a/z however made, about actions
laken or a lack af action.

It isin e\feryone’s interest that concerns and complamts are resolved at the earliest Ioossible
stage. /V\any issues can be resolved L‘nformally, without the need to use the formal stages of
the complamts Ioracedure. Newton Hall /nfants' School takes concerns seriously and will
make every effort to resolve the matter as qulc/ely as Ioosstble.

If you have dt‘fﬁculty discussing a concern with a Ioarticular member of staff, we will respect
your views. In these cases, the Headteacher will refer you to another staff member.
Similarly, if the member of staff dlrectly involved feels unable to deal with a concern, the
Headteacher will refer you to another staff member. The member of staff may be more
senior but does not have to be. The abiltty to consider the concern objectively and Lmloartéally
(s more meortant.

We understand however, that there are occasions when Ioealole would like to raise their
concerns formally. In this case, Newton Hall /nfants' School will attem,ot to resolve the issue
L‘ntemally, thraugh the stages outlined within this comlolaints Iorocedure.

How to raise a concern or make a camplalnt

A concern or com,olamt can be made in person, in Writmg or by tele,ohcme. They may also be
made bH a third party acting on behalf of a complamant, as long as they have appropriate
consent to do so.

Concerns should be raised with either the class teacher or Headteacher. /f the issue remains
unresolved, the next ste,o is to make aformal complamt.

Com,olamants should not a,o,oroach individual Governors to raise concerns or com,olamts. They
have no power to act on an individual basis and. it may also prevent them from considering
complamts at Stage 2 of the Iorocedure.

Com,olamts agalnst school staff (excelot the Headteacher) should be made in the first
instance, to the Headteacher via the school office. Please mark them as Private and

Confidential.




Com,olamts that involve or are about the Headteacher should be addressed to the Chair of
Governors, either via School and Governor Suloloort Service, Children and Young People's

Services, County Hall, Durham, DHI 5UJ, telelohone 03000 265 866 or
c.mason500@nhalli.co.uk

Com,olamts about the Chair of Governors, any individual Governor or the whole C—o\/emmg
Body should be addressed to Advice and Cler/emg Lead, School and Governor Su,oloort Service,
Children and Young Peaple's Services, CountH Hall, Durham, DHI 5UJ, tele,ohcme 03000 265
866.

For ease of use, a template complamtform is included at the end of this procedure. /f you
require hel,o in com,oleting the form, Iolease contact the school office. You can also ask third
Ioarty organisations like the Citizens Advice to hel,o you.

In accordance with equality law, we will consider ma/elng reasonable adjustments if required,
to enable comlolamants to access and comlolete this camplamts Iorocedure. For instance,
Iorovldlng L‘nformation in alternative farmats, asslsting com,olamants in ralslng aformal
complamt or holding meetings in accessible locations.

Anonymous complalnts

We will not normally investigate anonymous comlolamts. However, the Headteacher or Chair
of Governors, if appropriate, will determine whether the com,olaint warrants an investigation.

Time scales

You must raise the complaint 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 complamts made outside of this time frame if exceptional circumstances aPPl}j-

Complamts received outside af term time

We will consider complaints made outside of term time to have been received on the first

school daH after the holidaH period.
Scope, af this Camplaints Procedure

This Iorocedure covers all complamts about any provision of community facilities or services
by Newton Hall /nfants' School, other than com,olalnts that are dealt with under other
statutory procedures, L‘ncluding those listed below.

Excapttons Who to contact

Concerns about admissions should be raised with the
School Places and Admissions Team, Children and

* Admissions to schools Young People's Services, Durham County Council,

County Hall, Durham DH! 5UJ. Tele,ohone 03000

265896. Email sghgdadmgm@dmgmgmggk
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Education, Health and Care
(EHC) assessments and Iolans

Concerns about EHC assessments and Iolans should be
raised with the SEND Casework Team, Children and
Young People's Services, Durham CountH Council,
County Hall, Durham, DHI 5UJ. Telelohone 03000
265878.

o Matters ll/eely to require a

Child Protection /nvesttgaticm

Com,olamts about child protection matters are
handled under our child protection and safeguardlng
Ioolicy and in accordance with relevant statutory
guidance.

If you have concerns that a child or children may be
suffermg or at risk of harm, but your concerns do
not fit into either of the above categories, then
general safeguardlng concerns that require a
Iorofessional discussion should be directed to your
Leadersht‘p Advisor in the first instance, or ZOQ,H

thley (Schools /nspecticm /\/\anltorlng Review Offlco,r),

on 03000 265853 or Z@%ﬂdgg@dmw

If you have concerns regardlng allegat[ons of harm
or possible harm caused bH a person in a position of
trust, you may wish to contact the Local Authorlty
Designated Officer (LADO) who has local resloonsibil-
ity for safeguardlng. In order to make a referral to
LADO, you must contact the LADO customer services
team on 03000 268835. Referrals via email will not
be Iorocessed. Calls will be answered bH a small,
trained team of customer service staff . They will
ask for basic referral information from you, includ-
ing name, address, DOB, and Iolace of emlolayment.
Where advice or guldance is requlred from the LADO,
your call will be transferred to the LADO on dutH. If
there is a more aploroloriate course of action for the
referral you will be advised bH the customer service
team.

Exclusion of children from
school*

Further information about raising concerns about

exclusion can be found at: Mgﬂggklichmk

Advice regardmg your child’s exclusion from this
school should be saughtfrom the Inclusion and
Alternative Provision Co-ordinator, Children and
Young People's Services, Durham CountH Council,
County Hall, Durham, DHI 5UJ. Telelohone 03000
265903.
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*cam/o/amz‘j about the a/a/a//caz‘z‘m af the Behaviour
/DJ/z'cy can be made z‘/zraay/z the schools ca/n/a/a//n‘j
/aracea’are.

Whistleblowmg

We have an internal Whlstleblowmg procedure for all
our leoloyees, anludlng temporary staff and
contractors.

The Secretary of State for Education is the
Iorescrlbed person for matters r@latmg to education
for whistleblowers in education who do not want to
raise matters direct with their emloloyer. Referrals
can be made at: ‘

who have concerns about our school
should com,olam thraugh the school’s comlolamts
Iorocedure. You may also be able to com,olam direct
to the LA or the Deloartmentfor Education (see link
above), dependmg on the substance of your
complamt.

Volunteer staff

Staff grievances

Com,olamts from staff will be dealt with under the
school’s internal grievance procedures.

Staff conduct

Com,olamts about staff will be dealt with under the
school’s internal disci,olmary Iorocedures, if
appropriate. Contact the Headteacher or Chair of
Governors ( if the complaint involves or is about the
Headteacher).

Com,olamants will not be informed of any discilollnary
action taken against a staff member as a result of a

complamt. However, the complamant will be notified
that the matter is belng addressed.

Complamts about services
provlded bH other Iora\fiders
who may use school
premises orfacllities

Providers should have their own complaints
Iorocedure to deal with comlolamts about service.
Please contact them directly.

Matters which are the
responsibility of the Local
Author[ty

Concerns should be raised with the feedback Team,
Durham Caunty Council, County Hall, Durham DHI
50Q. Telephone 03000 269007 .

Matters in relation to the
Children and Young People's

Service

Concerns should be raised with the Com,olamts
Officer, Children and Young People's Service, Durham
County Council, CountH Hall, Durham, DH!I 5UJ.
Tele,ohone 03000 265762. Email
CVPSComIolaints@durham.gov. uk

National Curriculum -
content

Please contact the Deloartment for Education at:
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If other bodies are investigating aspects of the comlolamt, for exam,ole the Police, Local
Authorlty (LA) Safeguardlng teams or Tribunals, this may impact on our abillty to adhere to
the timescales within this Iorocedure or result in the Iorocedure being susloended until those
Ioublic bodies have cam,oleted their investigations.

/f a comlolamant commences legal action agamst Newton Hall /nfants' School in relation to
their comlolamt, we will consider whether to susloend the comlolamts Iorocedure in relation to
their comlolamt until those legal proceedings have concluded.

Resolvlng complalnts

At each stage in the Iorocedure, Newton Hall /nfan.ts’ School wants to resolve the com,olalnt. /f
appropriate, we wiill ac/enawledge that the com,ola(nt is u,oheld in whole or in part. In
addition, we may offer one or more of the followmg:

e an Qxlolanatton
e an admission that the situation could have been handled differently or better
e an assurance that we will try to ensure the event com,olalned of will not recur

e an Qxlolanatton of the steps that have been or will be taken to hel,o ensure that it will
not happen again and an indication of the timescales within which any changes will be
made

e an underta/emg to review school Ioollcles in light of the com,olalnt

- an apology.

Withdrawal of a Complaint

If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing.
Stage 1

Formal com,olamts must be made to the Headteacher (unless they are about the
Headteacher), via the school office. This may be done in person, in writing (Ioreferably on
the Com,olaint Form), or bH tele,ohcme.

The Headteacher will record the date the com,olalnt is received and will ac/enowledge receipt
of the com,olamt in writing (either bH letter or email) within 2 school days.

Within this response, the Headteacher will seek to clarlfy the nature of the complamt, ask
what remains unresolved and what outcome the comlolamant would like to see. The
Headteacher can consider whether a face to face meeting is the most appropriate way of

domg this.

Note.: The Headteacher may a’e/eyaz‘e the investigation to ancther member af the schools
Senior Zeaa’erj/zz/‘o Jeam but not the decision to be ltaken.

Durmg the L‘n\festigatlon, the Headteacher (or /n\festlgator) will:
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o if necessary, interview those involved in the matter and/or those com,olamed of,
allowmg them to be accomloanted if they wish

o /eeelo a written record of any meetings/(nterviews in relation to their investigation.
At the conclusion of their investigation, the Headteacher will Iora\fide afarmal written
response within 15 school days of the date of receipt of the cam,olaint.

/f the Headteacher is unable to meet this deadline, they wiill Iorovide the comlolamant with an
ulodate and revised response date.

The response will detail any actions taken to investigate the comlolamt and provlde afull
explanatlon of the decision made and the reason(s) for it. Where appropriate, it will include
details of actions Newton Hall /nfants’ School will take to resolve the cam,olalnt.

The Headteacher will advise the com,olamant of how to escalate their comlolamt should they
remain dissatlsﬁed with the outcome of Stage 1.

/f the com,olamt is about the Headteacher, or a member of the Govemlng Body (anluding the
Chair or Vice-Chair), a suitably skilled Governor will be a,o,oo(nted to com,olete all the actions
at Stage .

Com,o aints about the Headteacher must be made to the Chair of Governors either via School
and Governor Support Service, Children and )’oung Peop e’s Services, Caunty Hall, Durham,

DHI 5UJ, te e,ohone 03000 265 866 or c.mason500@nhalli.co.uk

Com,olamts about a member of the Go\femlng Body must be made to the School and Governor
Support Service, Children and )’oung People’s Services, County Hall, Durham, DHI 5UJ,
telelohcme 03000 265 866.

/f the com,olamt is:

. J‘omtly about the Chair and Vice Chair or
e the entire Ga\ferm‘ng Body or
o the majority of the Govemmg Bod&/

Stage I will be considered by an L‘ndeloendent /nvest[gator a,o,oomted bH the Govemmg Bodg.
At the conclusion of their investigation, the Lndependent /nvestlgatar wiill Iorovlde aformal
written response.

Stage 2

/f the com,olamant is dissat(sﬁed with the outcome at Stago, I and wishes to take the matter
further, they can escalate the complamt to Stage 2 —a meeting with members of the
Govemmg BUdH'S Com,olamts Committee. This is the fm.al stage of the com,olalnts Ioracedure.

A request to escalate to Stage 2 must be made to the Clerk to the C—omming Body via School
and Governor Support Service, Children and )’oung People's Services, Caunty Hall, Durham,

DHI 5UJ, within 10 school days of receipt of the Stage ! response.
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The Clerk will record the date the com,olaént is received and ac/enowledge receipt of the
carnplaint in writing (either by letter or email) within 2 school days.

Reguests received outside of this time frame wiill oan be considered if exceptional
circumstances a,o,oly.

The Clerk will write to the camlolainant to inform them of the date of the meetlng. 77w,y wiill
aim to convene a meeting within 20 school days of receipt of the Stage 2 request. {f this is
not Ioosslble, the Clerk will Iora\flde an anticlpated date and /eeelo the carnlolainant L‘nformed.

/f the com,olainant rejects the offer of three Iora,oased dates, without goad reason, the Clerk
will decide when to hold the meeting. It will then Ioraceed in the camlolainant'S absence on
the basis of written submissions from both parties.

The Com,olaints Committee will consist of at least three Governors with no prior involvement
or knawledge of the carnplaint. If there are fewer than three Governors from Newton Hall
/nfants' School available, the Clerk will source any additional, independent Governors thraugh
another local school or thraugh the School and Governor Suloloart Team, in order to make up
the committee. Alternatlvely, an Qntirely L‘ndeloendent committee may be convened to hear
the cam,olaint at Stage 2.

The committee will decide whether to deal with the corn,olaint bH inviting parties to a rneet[ng
or thraugh written representations, but in ma/etng their decision they will be sensitive to the
carnplainant's needs.

If the com,olainant is invited to attend the meeting, they may bring someone alang to ,ormflde
support. This can be a relative or friend. Generally, we do not encourage either party to
brlng legal representatives to the committee meeting. However, there may be occasions when
legal representation is appropriate.

For instance, if a school employee is called as a witness in a camlolatnt meeting, they may
wish to be suloloarted bH union and/or legal representation.

Note.: Cam/o/aznfj about statf conduct will not gen era//y be handled under this ca/n/a/az‘m‘_f
/aracea’are. Cam/a/a/nanfj will be advised that any staff conduct ca/n/a/amz‘_f will be considered
under statf a?fcz/'o/zna(y /oracea/ure_f, i appropriate, but outcomes will not be shared with
them.

Representatives from the media are not permltted to attend.
At least 7 school days befare the meeting, the Clerk will:

» confirm and natlfy the com,olainant of the date, time and venue of the meeting,
ensuring that, if the complainant is invited, the dates are convenient to all parties and
that the venue and proceedings are accessible

e request copies of any further written material to be submitted to the Committee in advance
of the meetlng.

The Committee will not normally accept, as evidence, recardlngs of conversations that were
obtained ca\fertly and without the L‘nfarmed consent of all parties belng recorded.

The committee will also not review any new camplaints at this stage or consider evidence
9




unrelated to the initial com,olamt to be included. New comlolaints must be dealt with from

Stage I of the pracedure.

The meeting will be held in private. Electronic recordlngs of meetings or conversations are
not normally permltted unless a complamant's own dlsabllity or sloectal needs require it.
Prior /enowledge and consent of all parties attendtng must be sought before meetings or
conversations take Iolace. Consent will be recorded in the minutes of the meeting.

The Committee will consider the complamt and all the evidence presented. The committee
can:

. uphold the com,olamt in whole or in Ioart

e dismiss the com,olalnt in whole or in Ioart.

/f the com,olamt is u,oheld in whole or in part, the committee will:
e decide on the appropriate action to be taken to resolve the com,olalnt

e where appropriate, recommend changes to the school’s systems or Iorocedures to prevent
similar issues in the future.

The Chair of the Committee will Iorovide the comlolainant and Newton Hall /nfants' School with
afull exlolanatéon of their decision and the reason(s) for it, in ert[ng, within 5 school days.

The letter to the comlolamant will include details of how to contact the Deloartment for
Education if they are dissatlsﬁed with the way their comlolamt has been handled bH Newton
Hall /nfants' School.

/f the com,olamt is:
. J‘omtly about the Chair and Vice Chair or

e the entire Go\ferm‘ng Body or
o the majarlty of the Govemmg Body

Stage 2 will be heard by a committee of Lndeloendent Governors.

The response will detail any actions taken to investigate the comlolamt and provlde afull
explanatlon of the decision made and the reason(s) for it. Where appropriate, it will include
details of actions Newton Hall /nfant_s' School will take to resolve the com,olalnt.

The response will also advise the com,olalnant of how to escalate their comlolamt should they
remain dissatlsﬁed.

Next Steps

If the com,olamant believes the school did not handle their com,olamt in accordance with the
Ioublished com,olalnts procedure or they acted unlawfully or unreascmably in the exercise of
their duties under education law, they can contact the Department for Education after they
have completed Stage 2.
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The Department for Education will not normally reinvestigate the substance of complaints or
overturn any decisions made by Newton Hall /nfants' School They will consider whether
Newton Hall /nfants' School has adhered to education leglslatlon and any statutory pollcies
connected with the complamt.

The complamant can refer their complamt to the Department for Education online at:

Mmeducaﬁoagmcuklcaatacm;, by telephone on: 0370 000 2288 or by writing to:

Departmentfor Education
Piccadllly Gate

Store Street

Manchester

M1 2WD.
Serial and unreascnable complalnts

Newton Hall /nfants' School is committed to deallng with all complalnts falrly and lmpartlally,
and to provldlng a htgh quallty service to those who complam. We will not normallH limit the
contact complatnants have with our school however, we do not expect our staff to tolerate
unacceptable behaviour and will take action to protect staff from that behaviour, anludlng
that which is abusive, offensive or threatenmg.

Newton Hall /nfants' School deﬁnes unreasonable behaviour as that which hinders our
consideration of complamts because of the freq,uency or nature of the complatnant's contact
with the school, such as, if the complalnant:

o refuses to articulate their complalnt or speclfy the grounds of a complatnt or the
outcomes sought bH raising the complamt, desplte offers of assistance

. refuses to co-operate with the complalnts L‘m/estigation process

o refuses to accept that certain issues are not within the scope of the complalnts
procedure

e (nsists on the complamt bemg dealt with in ways which are L‘ncompatible with the
complatnts procedure or with good practlce

e introduces trivial or irrelevant information which they expect to be taken into account
and commented on

o raises large numbers of detailed but urumportant questions, and. insists they are fully
answered, often lmmediately and to their own timescales

e makes unjustlﬁed complalnts about staff who are trying to deal with the issues, and
seeks to have them replaced

. changes the basis of the complamt as the investigation proceeds

. repeatedly makes the same complamt ( despite previous lnvestlgatlons or responses
concludlng that the complalnt is groundless or has been addressed)

o refuses to accept the ﬁndlngs of the m\restlgatlon into that complatnt where the school's
complatnt procedure has been fully and properly lmplemented and completed L‘ncludmg
1
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referral to the Department for Education
e seeks an unrealistic outcome

e makes excessive demands on school time bH frequent, lengthy and cam,olt‘cated contact
with staff regardmg the com,olamt in person, in writing, by email and bH telelohcme
while the com,olaint is being dealt with

e uses threats to intimidate
e uses abusive, offensive or d[scriminatory language or viclence
. /enowmgly Ioro\/ides falsified information

. Ioubltshes unaccelotable information on social media or other publlc forums.

Com,olamants should try to limit their communication with the school that relates to their
complamt, while the cam,olaint is being progressed. It is not helloful if reloeated
corres,ocmdence is sent (either by letter, phone, email or text), as it could delay the outcome
bemg reached.

Whenever passible, the Headteacher or Chair of Governors will discuss any concerns with the
complamant Lnformally before a,o,olymg an ‘unreasonable 'mar/elng.

If the behaviour continues, the Headteacher will write to the com,olamant exlolaméng that
their behaviour is unreasonable and ask them to change it. For cam,olainants who
excessi\/ely contact Newton Hall /nfants' School causing a slgm‘ficant level of disru,otion, we
may s,oecify methods of communication and limit the number of contacts in a communication
Iolan. This will be reviewed after six months.

In response to any serious incident of aqggression or violence, we will L‘mmedlately inform the
Police and communicate our actions in writing. This may include barrmg an Lndividualfrom
Newton Hall /nfants' School.
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Camplalnt Form

Please camplete and return to the Headteacher / Clerk to the C—a\/emmg Bady (as
appropriate) who will ac/enawledge receipt and explain what action will be taken.

Your name:

Pupll's name (if relevant):

Your relattonship to the puptl (if relevant):

Address:

Postcode:

Day time te,le,phano. number:

E\rening telephcne number:

Email address:

Please give details of your complaint, tncluding whether you have spolee,n to anybody at
the school about it.
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What actions do you fe,o.l might resolve the problo.m at this stage?

Are you attaching any paperworle? If so, pleaso. give details.

Slgnature.:

Date:

Official use

Date aclenowle,dgement sent:

BH who:

Complaint referre,d to:

Date:
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Roles and Responsibitities

Complainant

The complainant will receive a more effective response to the complaint if they :

explain the complaint in full as eartH as possible
co-operate with the school in see/eing a solution to the complaint

respond promptly to requests for information or meetings or in agreeing the details of
the complaint

ask for assistance as needed

treat all those involved in the comptaint with respect

refrain from pubticising the details of their complaint on social media and respect
confidentiality.

/n\restigator

The investigator's role is to establish the facts relevant to the complaint bH:

pro\riding a comprehensive, open, transparent and fair consideration of the complaint

through:

o sensitive and thorough interviewing of the complainant to establish what has
happened and who has been involved

o interviewing staff and children/young peopte and other peopte relevant to the
complaint

o consideration of records and other relevant information

o analysing information

tiaising with the complainant and the comptaints co-ordinator as appropriate to ctarify
what the comptainantfeets would put things right.

The investigator should:

conduct interviews with an open mind and be prepared to persist in the questioning

/eeep notes of interviews or arrange for an independent note taker to record minutes of
the meeting

ensure that any papers produced during the in\restigation are /eept securely pending any

appeat

be mindfut of the timescales to respond

prepare a comprehensive report for the Headteacher or complaints committee that sets
out the facts, identifies solutions and recommends courses of action to resolve problems.

The Headteacher or comptaints committee will then determine whether to uphotd or
dismiss the complaint and communicate that decision to the complainant, providing the
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appropriate escalation details.

Complalnts Co-ordinator (this could be the Headteacher)

The complamts co-ordinator should:

ensure that the comlolamant is fully ulodated at each stage of the Iorocedure

liaise with staff members, Headteacher, Chair of Governors, Clerk and LAs (Lf

aplorolorlate) to ensure the smooth running of the comlolamts Iorocedure
be aware of issues regarding :

o sharing third party information
o additional support. This may be needed by com,olamants when ma/emg a com,olamt
anluding mterloretation suloloort or where the camlolainant is a child or young person

/eeelo records.

Clerk to the Govemmg Body

The Clerk is the contact Ioomt for the com,olamant and the committee and should:

ensure that all Ioeo,ole involved in the com,olaint procedure are aware of their legal

rights and duties, anludlng any under leglslation relatmg to school comlolamts,
education law, the Equality Act 2010, the Freedom of /nformation 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 convenient to
all parties (Lf they are invited to attend) and that the venue and proceedings are
accessible

collate any written material relevant to the comlolamt (for exam,ole; stage | Ioa,oerwor/e,
school and com,olalnant submissions) and send it to the parties in advance of the
meeting within an agreed timescale

record the praceedings
circulate the minutes of the meeting

notify all Ioarties of the committee’s decision.

Committee Chair

The committee’s chair, who is nominated in advance of the comlolamt meeting, should ensure

that:

both parties are asked (via the Clerk) to Ioro\/ide any additional information relatmg to
the complaint by a sloeciﬁed date in advance of the meeting

the meeting is conducted in an Lnformal manner, is not adversarial, and that, if all
Ioarties are invited to attend, everyone (s treated with respect and courtesy

com,olainants who may not be used to sloea/emg at such a meeting are put at ease. This
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is Ioarticularly important if the comlolam.ant isa child/young person
the remit of the committee is prlamed to the comlolainant

written material is seen bH everyone in attendance, prow‘ded it does not breach

confidentlality or any individual’s rights to privacy under the DPA 2018 or GDPR.

{f a new issue arises it would be useful to give everyone the o,o,oortunity to consider
and comment upon it; this may require a short adjoumment of the meetmg

both the com,olamant and the school are given the opportunity to make their case and
seek clarity, either through written submissions ahead of the meeting or verbally in the
meeting L‘tself

the issues are addressed
/eey ﬁndings of fact are made
the committee is open—mmded and acts L‘ndeloendently

no member of the committee has an external interest in the outcome of the proceedings
or any involvement in an earlier stage of the Iorocedure

the meeting is minuted

they liaise with the Clerk (and complamts co-ordinator, if the school has one).

Committee Member

Committee members should be aware that:

the meeting must be Lndependent and Lmloartial, and should be seen to be so

No governor may sit on the committee if they have had a prior involvement in the
com,olaint or in the circumstances surrounding it.

the aim of the meeting should be to resolve the comlolamt and achieve reconciliation
between the school and the com,olamant

We recognise that the com,olalnant mlght not be satisﬁed with the outcome if the
meeting does not fmd in theirfavour. It may only be Ioossible to establish the facts and
make recommendations.

many complamants Willfeel nervous and inhibited in aformal setting
Parents/carers often feel emotional when dt‘scusslng an issue that affects their child.

extra care needs to be taken when the com,olalnant isa chlld/young person and present
durmg all or part of the meeting

Careful consideration of the atmos,ohere and Ioroceedtngs should ensure that the
chlld/young person does not feel intimidated.

The committee should respect the views of the child/young person and give them equal
consideration to those of adults.

{f the child/young person is the complamant, the committee should ask in advance if
any support s needed to hello them present their cam,olalnt. Where the chlld/young
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Ioerscm's parent is the comlolainant, the committee should give the parent the opportunity
to say which parts of the meeting, if any, the chlld/young person needs to attend.

However, the parent should be advised that agreement mlght not always be Ioossible if
the parent wishes the child/young person to attend a part of the meeting that the
committee considers is not in the child/young ,oerson's best interests.

o the Welfare of the chlld/young person is paramount.
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