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Who can make a camplalnt?

This comlo amts Iorocedure is not limited ta Ioarents or carers o chtldren that are regtstered at

the sc ool. erson, including members of the public, ma ma e a complaint to*Newton
n ants Sc#o[g [ about any vision of aCLlLtLQ or services that we provide. Unless

com amts are dealt with undéor separate statutor Iorocedures (such as aloloeals relatmg to

exclusions or admissions), we will Ese this comp atnts Iorocedure

The dlfference, between a concern and a comp laint

A concern may be defmed as ‘an eX/O/'ejle/Z g/ worry or doubt over an (ssue considered to be
z/n/aarz‘a/zz‘ far which reassurances are soug, Al

A comp laint may be defmed as ‘an expression of a’[_fjaz‘z'gfacz‘z‘a/z however made, about actions
laken'or a lack o f action .

It is in everyone’s interest that concerns and comp laints are resolved at the earliest SIDO'SSLb
stage. /V\ang issues can be resolved Lnforma H without the need to use the forma tages of




the complaints procedure. Newton Hall Infants School takes concerns seriausly and will
ma/ee every effgrt to resolve the matter as aulc/e y as Ioasstble

r wews n thes¥ cases, the Headteacher will er you to another staff member.
imilarly, if the member of staff directly invo \/ed ee s unable to deal with a concern, the
Headte(gcher will re er ou to another ;t{ memb er The member cgc staff ma be more
senior but does not to be. The abil LtH ta consider the concern o ectLve agnd Lmloartca y
is more L‘mloartant

au have di LCU. [t dtscussm a cancem with a ﬁarttcu ar member o Stﬁf , we will respect

We understand however, that there are accasccms when /f e Wau like to raise their
concerns farmall . In this case, Newton Hall In ants Sc 00 [ attempt to resolve the issue
internall g, throudh the stages outlined within thts comp laints Ioracedur

How to raise a concern or make a camplaint

A concern or complaint can be made in persan in Writmfg or dej te e,ohcme g so be
made I%Htajhlrd arty actmg on behaf of a camp ainant, as long as theH have ppr a%rtate
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 a farmal comp laint.

Camé) ainants should not a{or{oraach mdmdual Governors to raise concerns or comp laints. H
power to act on individual basis and. it may also prevent them from canSLdeang
comp amts at Stage 2 of the Ioracedure

Camf aints ag}amst school staff (except the Headteacher) should be made in the first
gv.st r&ce tta e Headteacher Via the'school office. Please mark them as Private and
onfidential

Complaints that involve or are abaut the Headteacher should_be addressed to the Chair of
é)rnars either via School and Governor Su /Sart ervice, Children and Yaung Pea,o es

Serwces Caun% Hall, Durham, DHI 5UJ, telephone 03000 '265 866 or

Complaints about the Chair of Governors, any individual Governor or the Whale Ga\/errun
Body should be addressed to”Advice and Cl ;//e Lead, School and Ga\/emar up ort SerVice,
Ché ren and Yaung Pea,o es Services, CountH Hd(% [, Durham, DHI 5UJ, te e,ohcme (83000 265

For ease a use, a tem late camp laint form is included at the end of tth racedure #
C%LLU‘Q, er{o in completi f? arm AJ ease ccmtact the school office. u can also as/e hird
tH organisations like the CLthens dvice to h e,o you.

/n accordance with equality law, we will canSLder making reasonabl e adjustments if reautred,
to enable complainants to dccess and complete this comp amts rocedure. For instance,
rawdm information in alternative formats asscstmg com,o ainants (n raising a formal

camp aiit or haldmg meetings in acceSSLb e locations:

Ananymous complalnts

We WLll not normall anestLgate anonymous complaints. Hawever the Headteacher or Chair
af overnaors, Lf ap ralortate will determine whether the comp laint warrants an Lm/esttgatwn.

Time scales

You must raise the cam(r; laint within three months of the incident or, where a series of
associated ancdents have occurred, within three months of the last of these incidents. We
will consider comp laints made outside of this time frame if exce,ottanal circumstances app H

Complamts received outside af term time

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

school daH after the hol LdaH perwd
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Scope, of this Complamts Procedure

This
b

ewton Hall nfants Schodl

other than co.

aints that are dealt with under other

rocedure CO’\/QIS G. comop laints about an fFUVLSLOf'L 0 communit acilities or services

statutory procedures anludmg those listed bel

E xceptions

Who to contact

Admissions to schools

Concerns about admissions should be raised with the
Schoal Places and Admissions Team, Children and
oun do e's Services, Durham County Council,

oun H [, Durham DHI S5UJ. Tel ephone 03000
Sekns s o

Education, Health and Care
EHC) assessments and /O ans

Concerns about EHC assessments and /O ans should be
raLsed WLth the SEND Casework Team! Children and

oung efgo e's Services, Durham County Council,

Coun [, Durham, DH] 5U\T Tel ephone 03000

Matters likely to require a
Child Protectlion Inv: stigation

Comg aints about child ,orotectwn matters are
led under our child Iorotectwn and saf eﬂuar ing
Ioo icy and in accordance’ with relevant stdt ory

gu.c nce.
If you have concerns that a child or children may be
suffering or at risk of harm, but your concerns do
not fit into either of the above cateqgories, then
general safequarding concerns that require a
professwnal discussion should be directed to your
Leadership Advisor in the first instance, or Zoey
Ridley (Schools Inspection Monitoring Review Officer),

on 03000 265853 or

If uou have concerns reaardina alleaations of harm
or ogsable harm caused but a tog,gsan in laADOl;_?:tLO? of
us U mau_ wis canta e Local Authoritu
Qsmnatec[n CSIfﬁcer ( LAD& %o has local responsipil -
ity for safeauardina. In ord er o make a referral to
LADO. uou must C§§§%§‘t %\ customer services
team on 03000 2 eferra s via email will not
e processed. Calls will be answered bu_a sma
trained E@am of customer service staff . Theu W[N
sk for basic referral information from uoy. includ-
L‘ng name. address. DOB and place of emol%%molrlltho

ere gdvice or auidance (s reauire m the .
uour ca Q[be transferred to the LADCg on dutu, If
there is a more appropriate course of action for the
treferral uou will be advised bu the customer service
eam.

Exclusion of children from
school*

Further information about raising concerns about
exclusion can be found at: -

Advice re ardmég %our child’s Qxc usion from this

school should ht ramt e Inclusion and
ltematufe PFOVLSL Co ordinator, Children and
Durham County Council,

Young People’s Services
oun%é/—/do Durham, DHI 5UJ. Tel ephone 03000

complaints about the application o z%e Behaviour
/DJ/zc/gO can be made Z/Zf%/z the 56/20’0/5 ca/n/a/amz‘j
pra‘c dure.

Whistleblowmg

We have an Lntema whistleblowin procedure for a [l
our employees, inc udmg tempararg
contracto

The Secretar of State or Education is the
IorescrL ed g rson or matters relatt g to education
or whistle owers in education wh 0 do not want to

raise matters direct with their employer. Referra
can be made at: MMMB‘ME_@&MQ

Volunteer staff who have concerns about our school
should complain through the school's complaints
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Iorocedure You may also be able to com,o dLFQ,Ct
to the LA or the De%artment or Educatum see link
above), dependmg on the substance of your

complaint.

Complaints from staff will be dealt with under the
o Staff grievances schdols internal grievance procedures.

Complaints about sta [l be dealt with under the

school’s Lntemal discipl Lna/r_;/ roce ures, i
eadteacher or’Chair o

G@[D rlortate Contac
vernors Lf the comp laint involves or is about the

. Staff conduct Headieacher).

Com amants will not be informed of an disci anarH
acti n taken against a staff member as & result of a
complaint. However, the complainant will be notified
that the matter is bemg addressed.

o Comy amts about services Prowders should have their own complaints
pro other Iorowders ,oroce ure to deal with comp laints about service.
who ma &7’5(2, school Please contact them directl g.
premise¥ or facilities

o  Matters which are the Concerns should be raised with the feedback Team,

responsibil ity of the Local Durham County Council, County Hall, Durham DHI
[Dhort UQ. Telephohe 03000 2690

Concerns should be raLsed WLth the Complaints

e Matters in relation to the | ((fotcer Chtldren and Younﬁ eo/? es S Q/?ace ur am
Children and Young Peop es unty Council, ountﬁ Durham
Service fC one 03000 265762 Email

omplaints@durham.qov.uk

e National Curriculum - Please contact the Deloartment Zor Education at:
content [

/Xather bodies are investi ating aspects o the complaint, for exam le the Police, Local
uthority (LA) Safequard? iteam or TI‘L una s, this ma Lm act ot our abil Ltg to adhere to
the timescales with thts ocedure or result in the pro edure bemg susloend d until those
Ioubch bodies have cam,o eted their mvesttgatwns

/tf a com lam.ant commences leqgal action against Newton Hall /n. ants School in relation to
heir co Io laint, we will COn.SL r whetherto suspend the comp laints Iorocedure in relation to
their comp laint until those [ an proceedLngs have concluded.

Resolwng complatnts

At each stage in the Iorocedure Newtcm /-/all In an.ts School wants to resolve the com,{o laint. /f
Iop opriate, we will ‘acknowle ’cy]le that the cam,o laint is u,oheld in whole or in Ioart
ddition, we may offer one or

ore of the foll owing:

e anexp lanation

e an admission that the situation could have been handled dgfferently or better
e an assurance that we will trH to ensure the event comp lained of will not recur

e an ex lanation of the steps that have been or will be taken to heﬁ ensure that it will
not Ioen agai and an mdtcatum of the timescales within whic any changes will be
made

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

e an a,oology.
Withdrawal of a Complalnt

/f a complamant wants to withdraw their com,olaint, we will ask them to confirm this in writing.

Stage !

Formal com,o laints must be made to the Headteacher (unless they are about fhe
Headteacher), via the school ofﬁce This may be done in person, in writing Ioreferab y on
the Com,o aint Form), or bH tel e,o one.
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The /—/eadteacher wil recarc? the date the camr[o laint is received and will ac/enawledge receipt
of the comp laint in writing either by letter o emaLj within 2 school days

Within this response, the Headteacher will see/e to c arLf% the nature af the cam%lamt, ask

what remains unresolved and what outcome the com ant would life to see

geadtet,acher can consider whether a face to face m eting is the most appropriate way of
oing his

Note.: The Headteacher /nai a’e/ezyaz‘e the in Ve_fz‘ziaz‘zm lo another member of the schools
Senior Zeaa’erj/zz/a JTeam bt not the decision to be taken.

Durmg the L‘n\festigatlan, the Headteacher (or nvestLgatar) will:

. gc necessar\z interview those involved in the matter and/or those cam,olamed of,
awmg them to be accamloamed if they wish

o /eeep a written record of any meetmgs/mterwews in relation to their investigation.

At the conclusion of their investigation, the Headteacher wil é)rawde afarma written
response within 15 school days ﬁthe date of receipt of the ¢ laint.

/f the Headteacher is unable to meet this deadline, theH wiil pra\ade the cam,olalnant with an
up date and revised response date.

771e resiyanse wiil detaL any actions taken to inve tigate the cam am.t and prawde afull
tion of the decision”made and, the reasanfs {ar it. ere a rLate it will include
de ails of actLans /\/ewtan Hall /nfants School will take to resa ve the ca p laint.

The /—/eadteacher will advise the comp amant of how to escalate their comp laint should they
remain dtssattsﬁed with the outcome of tage

the complaint is apout the Headteacher, or a member of the Gavermnr% Bod an luding the
tattr ar ice-Chair), a suitabl y skilled Governor will be a,o,oamted to cotmp lete all the actions
a age

Cam,o aints about the Headteacher must be made to the Chair of Governors either via School
Governor ort Service, Children and Youn Peap es Services, Caunty Hall, Durham,
D/—/ 5UJ, tel e,ohop 03000 265 866 or amamafi@@abai&;aak

Cam laints about a member (f the Ga\ferm Bad must be made to the School and Governor
Fart Service, Children an )’aung Peap ces, Caunty Hall, Durham, DHI 5UJ,
te elohcme 03000 265 866.

f the comp laint is:
. J‘amtly about the Chair and Vice Chair or

e the entire Ga\ferm‘ng Bady or
o the majority of the Govemmg Bad&/
Stage I wil be considered bf(fan independent Investi atar ap éoamted b\;jnthe G’OVQIFLLI}% BadtLj

he conclusion of their in estigation, the Lndepen ent In stigator Iorawde a forma
written response.

Stage 2

| the complainant is dtssath ied WLth the outcome at Sta I and WLShQ,S to take the matter
urther, t %y can escalate the comp laint to Stage 2 — eetmg with members of the
verning od

ys Cam,o aints Committee. This i3 the fm.a stage of the comp laints Ioracedure

A request to esca late to Stage 2_must be made to the Cl er[e to the Governing Body via School
vernor S pgart Ser\/ge Children and Youn eap es Services, Caung [9 Durham,

DH 5UJ, within 10 school days of receipt of the Stage response

The Cler/e will record the date the complaint is received and acknowl edge receipt of the
camp laint in writing (either by letter o’O emacj within 2 school days

%uests received autSLde of this time frame will on H be considered if exce,ottanal
cir€umstances app H
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The Clerk will write to the complainant to Lrgcorm them of the date of the meetm;z 7710#l
aim to convene a meeting within 20 school days of recelpt o the Stag is is
not Ioosslble the Clerk will Iorowde an anth;Lpa eddate and eep the omp aihant informed.

the comf lainant rejects the offer of three loro,oosed dates, WLthout rﬁwd reason, the Clerk
ll decide when to hold the meetLr}i It will then Ioroceed in the complainants absence on
the basis of written submissions from both parties.

The Complaints Commtttee will consist of at least three Governors with no prior involvement
or knowledge 0 the comp laint. If there are fewer than three Governors from Newton Hall
/nfants School available, the Clerk will source an addtttona LndTpenden Governors through
ahother local school or t rough the School and GdYvernor #{otoort eam, in order to make upq
the committee. Altematufey an QntLFQ,H mde,oendent committee may be convened to hear
the com,olamt at Stage

The committee will decide whether to deal with the CUméJ laint bH invitin I%arttes to a meetmg
ecisi

or throu h written representations, but in ma/em.g their on they witl 'be sensitive to the
comp ainant's needs.
the comﬁamant is invited to attend the meeting, the\jf g brm@ someone alon ,orowde
is can be a relative or friend. GeneFall not ¥ncourage either party to

su ort
r/O r(J representatives to the committee meetmg However, there mal be occaswn when
an grese tation is aloprolortate

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

Note.: C‘mga/amz‘.s about staff conduct will not generally be /za/za’/ea’ under this cafn/a/amz‘j
rocedurt 0/72/0 lainants Will be advised thatan _ﬂ‘Z}i conduct CO’/?Z/O laints will be considered
;z/;za/er statf a’z_fcz/o/mary /aracea/ure_f i appropridie U not be shared with

Representatives from the media are not permltted to attend.

! outcomes wi

At least 7 school days before the meeting, the Clerk will:

e confirm and noti fLT/l the camdo lainant of the date, time and venue of the meetmfg
ensuring that, if the caméo nant is irvited, the dates are convenient to ties and
that the venue “and proc edmgs are accessible

e reguest copies of any further written material to be submitted to the Committee in advance

of the meeting.

The Committee will not normally accept, as evidence, recordmlgs of conversatigns that were
obtained co\fertly and without the Lnf’c.;rmed consent of all parties bemg recorded.

The committee will also not review any new complaints at thLS stage or consider evidence
unrelated to the initial complaint to b& included.” New comp laints'must be dealt with from
Stage of the pracedure

The meetin L be he d Ln prtvate Electronic recordin 5 of meetin 5 or comfersations are
not normaig ermitted unless a complainant's own disabllitd or 5 ectal needs require it.
Prior /erww‘Zfe and consent of all parties attendmg must Be so ht be )Z:ore meefings or
conversations qa/ee /O ace. Consent will be recorded’in the mmut s of the meeting.

The Committee will consider the comp laint 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 comp laint
o Where appr erate recommend changes to the school’s systems or Iorocedures to prevent
similar is in the future.

The Chair of the Committee wil [orowde the complainant and Newton Hall /nfants' School with
afull exp lanation of their decision and the reason(s for it, in writing, within 5 school days.

The letter to the coméo lainant will include details of how to contact the DoﬂLoartment for
ducatton i % dLssathfLed with the way their comp laint has been handled bH Newton
nfants Sch
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/f the com,olamt is:
. J‘ointly about the Chair and Vice Chair or

e the entire Go\fcrm‘ng Body or
o the majarlty of the Govcmmg Body

Stagc 2 will be heard by a committee of Lndclocndcnt Governors.

Thc res(fcmsc wil detaL any actions taken to inve atc the com am.t and prowdc afull
tion of the decision”"made and, the rcasonfs) or it. QP ”()rtatc it will include
dc ails of actLons /\/ewton Hall /nfants School wil

take to rcso vc th P laint.

The response will also advise the comp lainant of how to escalate their comp laint should thcy
remain dtssattsﬁcd

Next Steps

/f the com lamant believes the school did not handlc tthr comp laint in accordance with the

ublished com/? laints proccdurc or they acted unla % or unreasonabl % in the exercise o
their duties u dcr education law, theri can contact hc c,oartmcnt for Education after thcy
have comp leted tagc

The Dc,[)artmcnt for Educatwn WL not normal ;{ rcmvestt atc the substance of complaints or
overturn anlt/ detisigns made g Newton Hall Mfants S oo They will consider wh ther
Newton Halt Infants Schoa ha¥ adhered to cducathm lcgcslatum and any statutary po icies
connected with the comp laint.

The complainant can refer their comp laint to the De artment for Education online at:
M@;ﬁmﬁmg@cmmmg H te cphonc on: O37O 000°2288 or by writing to:
Dogoartmcntfar Education

cadilly Gate

Store Street
Manchester

M1 2WD.

Serial and unreasonable complalnts

Newton Hall /n.fants Schoal is committed to dealing with all complaints tfatry and im L artiall
and to rowdm Lg uality service to those who com lain. We wilt not*norma rfLmLt tHe
contact com O.L ant e with our school however, we do not expect our sta to tolerate

unacccﬁ)ta e beh awour and will take action to Iorotcct staff from't

hat behaviour, anludmg
that which is abusive, offensive or threatcmng

Newton Hall Infants School defines unreasonable behaviour as that which hmdcrs our
consideration Otf complaints betause af the tfrcq/uency or nature of the comp lainant's contact
with the schoot, such as, if the comp ainan

o refuses to articulate their com laint or specif the grounds of a comp laint or the
oltcomes sought bH raising th com,o aint, %Ltc ]g ers of asswtancc

. rcfuscs to co- opcratc with the comp laints mvcsttgattcm process

o refuses to accc,ot that certain issues are not within the scope of the comp laints
proccdurc

. LnSLsts on the comp laint bcmﬁ dcat with in ways which are L‘ncompatiblc with the
comp laints proccdurc or wit goa practice

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

e raises ! dgc numbers of detailed but urum,oortant questions, and. insists they are fu
answered, often mecdtatcy and to their own timescales

e makes ur%ustL Lcd com amts about staff who are trying to deal with the issues, and
seeks to Have 'them replaced

. changcs the basis of the comp laint as the investigation Iorocccds

. rc,ocatcdly makes the same comlolamt ( dcs,oltc previous m\fcstigations or responses
8
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conctudtng that the comp laint is graundtess or has been addressed)

e refuses to accept thefftndtngs o the investigation into that comf laint where the school's
complaint procedure has be and ro%ery imp lemented and comp leted anludtng
ref rral to the Department for Ed cation

e seeks an unrealistic outcome

e makes excessive demands on schoa time b reauent bqthy and comp licated contact
with staff ,zardLnlg the comp laint in ﬁers n, in'writing, by mail and bH te elohone
laint is betng dealt wit

e uses threats to intimidate

while the co.

e uses abusive, offensive or dtscrimtnatory language or viclence
. /enawingly Iora\/tdes falsified information
. Ioubltshes unaccelotable information on social media or other Ioubtt‘c forums.

Complainants shauld tr to limit theLr communication with the school that retates to their
carnﬁtatnt while the c éo laint is etneq Ioro%ressed It is not h Iofu if reloeate

cori es,oon ence is sent 71 ther by letter ph ne, email or text), ds it could del ay the outcome
beLng reached.

Whenever ossible, the Headteacher or Chajr of Governors will discuss any concerns with the
carnp ainant Lnfarmal y befare app thg an unreasonable mar/eLng

If the behaviour continues, the Headteacher will write to the carn aLnant exp aLnLng that
heir behaviour is unreasonable and ask them to chan e it. om aLnants who
excessufel contact Newton Hall /nfants Schoa cauSLn a SLgnL Lcant evel of disruption, we

Ioeu](‘{ met hods of communication and limit the rumber 0 contacts in’a communication
Io a This*will be reviewed after six months.

In resloanse to any serious incident of aggression or violence, we will immediatel dform the
Police’ and comm nicate our actionsin writing. This may include barang an individual from
Newton Hall nfants School.

Comptalnt Form

Please coméo lete and return to the Headteacher / Cl er/e to the Governin ig Body (as
appropriat ) who will acknowl edge receipt and eon ain what action witl be taken.

Your name:

Pupll's name (if relevant):

Your relattonshtp to the puptl (if relevant):




Address:

Postcode:

Day time te,le,phane number:

Ew.ning telephcne number:

Email address:

Please. %tw. details of your complatnt, tncluding whether you have spoleo.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, please give details.

Slgnature.:
Date:

Official use

Date aclenowlo.dgement sent:

By who:

Com_olaint referred to:

Date:
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Roles and Responslbilltles
Complalnant

The cornplat‘nant will receive a more effective response to the com,olalnt if they :
. ex,olaln the comlolalnt in full as earlH as possible
s co-operate with the school in see/eing a solution to the cornlolalnt

e respond promptly to requests for information or meetings or in agreeing the details o
the’ocom/ﬁaintp J ks J f J J J f

e ask for assistance as needed
o treat all those involved in the comlolatnt with respect

e refrain from ublicislng the details of their cornplaint on social media and respect
confidentlalitg.

/nvesttgator

The investlgator's role is to establish the facts relevant to the corn,olaint b&/:

. roviding a comlorehenstve, open, transparent and fair consideration of the com,olalnt

through.

o sensitive and thorourczh interviewin ?j the com,olalnant to establish what has
hat,o ened and who has been involve

o in er\lfL‘eWting staff and children/young people and other Ioeo,ole relevant to the
complain

o consideration of records and other relevant information

o analysing Lnformatian

aints co-ordinator as alolorolort‘ate to clarify

[
gs rtght.

o liaising with the cornlolainant and the com
what the comlolainantfeels would put thtr‘?

The investigator should:
e conduct interviews with an open mind and be Ioreloared to persist in the questioning

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

e ensure that any papers Ioroduced during the L‘n\festigation are /ee,ot securely Ioending any

a,oloeal

e be méndful of the timescales to resloond

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

The Headteacher or com,olaints committee will then determine whether to uphold or
dismiss the complaint and communicate that decision to the com,olainant, p avldtng the
appropriate escalation details.

Complalnts Co-ordinator (this could be the Headteacher)

The cornplat‘nts co-ordinator should:
e ensure that the cornlolainant is fully ulodated at each stage of the Iorocedure

o liaise with staff members, Headteacher, Chair of Governors, Clerk and LAs (Lf
aplorolorlate) to’ ensure the smooth running of the comlolaints Iorocedure

e be aware of issues regarding:

o sharing third arty information
o additidnal suéf TRis ma% be needed by complainants when making a complaint

ort:
L‘ncluding int /fljoretatt‘on sup ort or where“the camlolainant is a child or young person

o /eeep records.
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Clerk to the Govemmg Body

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

e ensure that alléoeople involved in the com laintfrocedure are aware of their legal
rights and dutiés, including any under ledislation relating to school complaints,
education law, the Equality Act 2010, the’ Freedom o[f Information Act 2000, the Data
Protection Act (DPA) 2018 dnd the General Data Protection Regulations (GDPR)

e set the date, time and venue of the meetlnﬁ, ensuring that the dates are convenient to
all artbiles ?Lf they are invited to attend) atd that th? venue and proceedings are
accessible

o collate any written material relevant to the comt,olamt (for example; stage | paperwork,
school an com,olalnant submlsstcmsr) and send it to the parties ( advante ofot e
meeting within'an agreed timescale

e record the praceedings
e circulate the minutes of the meeting
. notify all Ioarties of the committee’s decision.

Committee Chair

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

e both parties are asked (via the Clerk) to provide any additional information relatmg to
the complaint by a sloeciﬁed date in advbnce of th meeting

o the meeting s conducted in an informal manner, is not adversarial, and that, if all
Ioarties are’ invited to attend, evefyone is treated with respect and courtesy

. com,olainants who may not be used to s Qa/emg at such a meeting are put at ease. This
is Ioarticularly important if the comlolat ant is“a chlld/young person

e the remit of the committee is explamed to the comlolainant
e written material is seen bg/ everyone in attendance, prow‘ded it does not breach
i

confidentlality or any indtiduals rights to privacy under the DPA 2018 or GDPR.

If a new issue arises it would be useful to ﬁi\f@ everyone the o Ioorturu‘t to consider
and comment upon it; this may reguire a s ort adjo rnment of 'the mee ing

e both the com,olamant and the school are lgt‘\/en the offortunlty to make their case and
seek clarity, either through written submtssions ahe of the meeting or verbally in the
meeting it Qlf

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

e 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

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

No governor mai/ sit on the committee if thQiLif have had a prior involvement in the
complaint or in Yhe circumstances surréund.i q it.

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

We recognise that the comﬁlalnant mlght not be satisﬁed with the outcome if the
meeting“does not find in t eir favour: It may only be Ioossible to establish the facts and
make recommendations.
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s many complalnants Willfeel nervous and inhibited in aformal setting
Parents/carers often feel emotional when dt‘scusslng an issue that affects their child.

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

Carﬁf consideration of the atmoslshere and Ioroceedmgs should ensure that the
/Houng person does not feel intimidated

The committee should resloect the views of the chil d/Houng person and give them equa
canSLderatton to those of adults.

the chil d/Houn 5er50r1 is the comp lainant, the commtttee should as/e in advance if
an support*ts nee dtoh edo themt,oresent their com amt Where the chil /d«foun
pe scmivloarent is the cam,o nant, the commtttee should qgive the Ioarent the

to say hich Ioarts of the meeting, if any, the child /Houng

t,opof?umty

person needs to at

However, thefarent shoul d be advised that cclgreement mig ht not al Wa[%s be ([fOSSLb e if
the parent wishes the child/young person to dttend a art of the meet the
committee considers is not Ln thechild young persons best interests.

o the Wefare of the chil d/Houng person is paramount.
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