SKIPPERS HILL MANOR

COMPLAINTS POLICY

A complaint is: "An expression of dissatisfaction, however made, about the standard of service, action or lack of action by the School or its staff, affecting an individual, user, or group of users."
A complaint becomes “formal”  if a resolution has not been reached at the end of Stage 2.
This policy :

· Is made available to parents on the school website and they are directed to this in writing each September   
· Is also made available to prospective parents via a letter in the prospectus
· Sets out clear timescales for the management of a complaint

· Allows for a complaint to be made and considered initially on an informal basis

· Establishes a procedure for the complaint to be made in writing if parents are not satisfied with the response to the above

· Makes provision for a hearing before a panel appointed by or on behalf of the proprietor and consisting of at least three people who were not directly involved in the matters detailed in the aforementioned and unresolved complaint

· Ensures that where there is a panel hearing of the complaint, one person will be independent of the management and running of the school

· Allows for parents to attend and be accompanied at a panel hearing if they so desire

· Provides for the panel to make findings and recommendations and stipulates that a copy of those findings and recommendations is (a) sent by email or given to the complainant and, where relevant, or to the person complained about (b) available for inspection on the school premises by the proprietor and the head teacher

· Provides for a written record to be kept of all complaints and of whether they are resolved at the preliminary stages or proceed to a panel hearing
· Provides that correspondence, statements and records relating to individual; complaints are to be kept confidential except where the Secretary of State or a body conducting an inspection under Section 162A of the 2002 Act, as amended, requests access to them

Complaints at school are normally dealt with immediately and responsibly by the staff concerned.  However, should parents feel the need to make a complaint about a real or perceived problem, the procedures are as follows:

STAGE 1

· Try to resolve the problem by approaching the member of staff directly concerned with the matter.  This will usually be the Form Teacher or Subject Specialist.

· If the parent/carer is not satisfied that the matter has been resolved, then an informal meeting should be made with one of the staff listed below:

· Head of Junior Department for concerns regarding Reception – Year 2.

· Director of Studies for all curriculum matters.

· Headmaster

· If the matter has not been resolved within 72 hours, move on to Stage 2.

STAGE 2

· Parents should put the matter in writing to the Headmaster and a meeting will be arranged to discuss and resolve the problem.  This would usually take place within 5 working days after receipt of the written complaint
· Hopefully a satisfactory resolution will be reached at this stage.

· However, if parents are still not satisfied, move onto Stage 3.

STAGE 3

· At this stage Parents may write directly to the Chairman of the Senior Management Team or to the proprietors. They can alternatively request that the complaint is brought before a panel of enquiry.

· Here the complaint will be heard before a panel appointed by or on behalf of the proprietor.  This will take place within a reasonable timescale – usually within 7 working days but no more than 28 working days.

· The panel will consist of at least three people who were not directly involved in the matters detailed in the complaint, one of whom will be an independent local professional person
· Parents can be accompanied at a panel hearing if they so wish.  At this stage, legal representation is not necessary.

· Recommendations will be sent to both parties, the Headmaster and Proprietors within a week of the meeting’s date.

In the unlikely event that parents are still dissatisfied, they can address concerns which have not been resolved through the school's complaints procedure, to the Independent Schools Inspectorate (ISI). They should contact Durell Barnes, in writing to ISI at 9-12 Long Lane, London EC1A 9HA, by email to durell.barnes@isi.net or by telephone on 020 7600 0100. ISI cannot become involved in individual complaints or advise on contractual disputes but will record any concerns raised and they will be drawn to the attention of the Reporting Inspector leading the next inspection of the school. Parents of EYFS children can contact Ofsted should they so wish.

NB

Written records will be kept of all meetings and the stage at which the complaint was resolved will be duly noted.  Records will be kept confidential except where the Secretary of State or a body conducting an inspection under Section 162A of the 2002 Act, as amended, requests access to them.  Records of the complaint will be kept for at least three years.
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Addendum:

