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This complaints procedure is not limited to parents or carers of childrenthat are registered atthe
school. Any person, including members of the public, may make a complaint to Testbourne
Community School aboutany provision of facilities or services that we provide. Unless complaints
are dealtwith underseparate statutory procedures (such as appeals relating to exclusions or
admissions), we willuse this complaints procedure.

A concern may be defined as ‘an expression of worry ordoubt overan issue considered to be
important for which reassurances are sought’.

A complaint may be defined as ‘an expression of dissatisfaction, however made, about actions taken
or a lack of action’.

Itisin everyone’sinterestthat concerns and complaints are resolved at the earliest possible stage.
Many issues can be resolved informally, without the need to use the formal stages of the complaints
procedure. Testbourne Community School takes concerns seriously and will make every effort to
resolve the matteras quickly as possible.

If you have difficulty discussing a concern with a particular member of staff, we will respect your
views. Inthese cases, the Headteacher ortheirrepresentative willreferyou to anotherstaf f
member. Similarly, if the member of staff directly involved feels unable to deal with aconcern, we
will referyouto anotherstaff member. The member of staff may be more senior but does not have
to be. The ability to consider the concern objectively and impartially is more important.

We understand however, that there are occasions when people would like to raise theirconcerns
formally. Inthis case, Testbourne Community School will attempt to resolve the issueinternally,
through the stages outlined within this complaints procedure.

A concern or complaintcan be made in person, inwriting, (including by email) or by telephone. They
may also be made by a third party acting on behalf ona complainant, aslongas they have
appropriate consenttodoso.

Concernsshould be raised with eitherthe class teacher orheadteacher. If the issue remains
unresolved, the next stepisto make a formal complaint.

Complainants should notapproach individual governors to raise concerns or complaints. They have
no powertoact on an individual basisand it may also prevent them from considering complaints at
Stage 2 of the procedure.

Complaints against school staff (except the headteacher) should be made inthe firstinstance, tothe
Headteacherviathe school office. Please mark them as Private and Confidential.

Complaints that involve or are about the headteacher should be addressed to the Chair of Govemors,
PenelopeHorner, viathe school office. Please mark them as Private and Confidential.



Complaints about the Chair of Governors, any individualgovernor orthe whole governing body
should be addressed tothe Clerk to the Governing Body via the school office. Please mark them as
Private and Confidential.

For ease of use, a template complaintformisincluded atthe end of this procedure. If yourequire
helpincompletingthe form, please contact the school office. You can also ask third party
organisations like the Citizens Advice to help you.

In accordance with equality law, we will consider making reasonable adjustments if required, to
enable complainants to access and complete this complaints procedure. Forinstance, providing
informationin alternative formats, assisting complainantsin raisingaformal complaint or holding
meetingsinaccessible locations.

We will not normally investigate anonymous complaints. However, the headteacher or Chair of
Governors, if appropriate, will determine whether the complaint warrantsaninvestigation.

You must raise the complaint within three months of the incident or, where aseries of associated
incidents have occurred, within three months of the last of these incidents. We will consider
complaints made outside of this time frame if exceptional circumstances apply.

We will consider complaints made outside of term time to have been received on the first school day
afterthe holiday period.

Testbourne Community School is committed to dealing with all complaints fairly and impartially, and
to providingahigh quality service to those who complain. We will not normally limit the contact
complainants have with our school. However, we do not expect our staff to tolerate unacceptable
behaviourand will take action to protect staff from that behaviour, including that whichis abusive,
offensive orthreatening.

Testbourne Community School defines unreasonable behaviour as that which hinders our

consideration of complaints because of the frequency or nature of the complainant’s contact with
the school, such as, if the complainant:

o refusestoarticulate theircomplaintorspecify the grounds of acomplaint orthe outcomes
sought by raising the complaint, despite offers of assistance

e refusestoco-operate with the complaintsinvestigation process

e refusestoacceptthat certainissuesare not withinthe scope of the complaints procedure



e insistsonthe complaintbeingdealt with in ways which are incompatible with the complaints
procedure or with good practice

e introducestrivial orirrelevantinformation which they expect to be takeninto accountand
commentedon

e raiseslarge numbers of detailed but unimportant questions, and insists they are fully
answered, oftenimmediately and to theirown timescales

e makesunjustified complaints about staff who are trying to deal with the issues, and seeks to
have them replaced

e changesthe basis of the complaint as the investigation proceeds

e repeatedly makesthe same complaint (despite previous investigations orresponses
concluding thatthe complaintis groundless or has been addressed)

e refusestoacceptthe findings of the investigation into that complaint where the school’s
complaint procedure has been fully and properly implemented and completed including
referral to the DepartmentforEducation

e seeksanunrealisticoutcome

¢ makesexcessive demands onschool time by frequent, lengthy and complicated contact with
staff regarding the complaintin person, in writing, by emailand by telephone while the
complaintisbeingdealt with

e usesthreatsto intimidate
e usesabusive, offensive ordiscriminatory language orviolence
e knowingly provides falsified information

e publishesunacceptableinformation on social media orother publicforums.Complainants
shouldtry to limittheir communication with the school that relates to their complaint, while
the complaintis being progressed. Itis not helpful if repeated correspondence is sent (either
by letter, phone, email ortext), asit could delay the outcome beingreached. Whenever
possible, the headteacher or Chair of Governorswill discuss any concerns with the
complainantinformally before applying an ‘unreasonable’ marking. If the behaviour
continues, the headteacher will write to the complainant explaining that their behaviouris
unreasonable and askthem to change it. For complainants who excessively contact
Testbourne Community School causing asignificant level of disruption, we may specify

methods of communication and limitthe number of contactsina communication plan. This
will be reviewed after six months.

In response to any seriousincident of aggression orviolence, we willimmediately inform the police
and communicate ouractionsin writing. This mayinclude barring an individual from Testbourne
Community School.



8. Scope of this Complaints Procedure

This procedure covers all complaints about any provision of community facilities or services by
Testbourne Community School, otherthan complaints that are dealt with under other statutory
procedures, including those listed below.

Exceptions Who to contact
» Admissions to schools Concerns about admissions, statutory assessments of Special
» Statutory assessments of Educational Meeds, or school re-organisation proposals should be

Special Educational Needs raised with Hampshire County Council.
* School re-organisation
propasals
» Matters likely to require a Child | Complaints about child protection matters are handled under our
Protection Investigation| child protection and safeguarding policy and in accordance with
relevant statutory guidance.
If you have serious concerns, you may wish to contact the local
authority designated officer (LADO) who has local responsibility for
safeguarding or the Multi-Agency Safeguarding Hub (MASH]). You
can reach Hampshire Children’s Services, who will be able to direct
you to these people, by using the following contact details:

» Monday to Thursday, 8 30am to 5pm, phone 0300 555 1384

s Friday, 8.30am to 4 30pm, phone 0300 555 1384

» At all other times, contact the out-of-hours service, phone 0300
5551373

» Exclusion of children from Further information about raising concerns about exclusion can be
school* found at www gov ukfschool-discipline-exclusions/exclusions.

*complaints about the appiication of the behawviour policy can be

made through the school’s complaints procedure. Behaviour policy

can be found in the Folicy’s section on school website.

= Whistleblowing We have an internal whistleblowing procedure for all our employees,

including tempaorary staff and coniractors.

The Secretary of State for Education is the prescribed person for

matters relating to education for whistleblowers in education who do

not want to raise matters direct with their employer. Referrals can be

made at www._education.gov uk/contactus.

Volunteer staff who have concerns about our school should

complain through the school's complaints procedure. You may also

be able to complain direct to the LA or the Department for Education

(see link above), depending on the substance of your complaint.

= Staff grievances Complaints from staff will be dealt with under the school's internal

grievance procedures.

» Siaff conduct Complaints about staff will be dealt with under the school's internal
disciplinary procedures, if appropriate.

Complainants will not be informed of any disciplinary action taken
against a staff member as a result of a complaint. However, the
complainant will be notified that the matter is being addressed.

» Complaints about services Providers should have their own complaints procedure to deal with
provided by other providers complaints about service. Please contact them direct.
who may use school premises
or facilities

« National Curriculum - content Please contact the Department for Education at:
www education.gov uk/contactus

If other bodies are investigating aspects of the complaint, for example the police, local authority (LA)
safeguardingteams or Tribunals, this may impact on our ability to adhere to the timescales within
this procedure orresultinthe procedure being suspended untilthose publicbodies have completed
theirinvestigations.

If a complainant commences legal action against Testbourne Community Schoolin relation to their
complaint, we will consider whether to suspend the complaints procedure inrelation to their
complaint until those legal proceedings have concluded.



At each stage in the procedure, Testbourne Community School wants to resolve the complaint. If
appropriate, we will acknowledge that the complaintis upheldin wholeorin part. Inaddition, we
may offerone or more of the following:

an explanation
e anadmissionthatthe situation could have been handled differently or better
e an assurance that we will try to ensure the event complained of will notrecur

e an explanation of the stepsthat have been or will be taken to help ensure thatit will not
happenagain and an indication of the timescales within which any changes will be made

e anundertakingtoreview school policiesin light of the complaint

e anapology.

If a complainant wants to withdraw their complaint, we willask them to confirm thisin writing.

Formal complaints must be made to the headteacher (unless they are about the headteacher), via
the school office. This may be done in person, in writing (preferably on the Complaint Form), or by
telephone.

The headteacherwill record the date the complaintis received and will acknowledge receipt of the
complaintinwriting (either by letter oremail) within 5school days.

Within thisresponse, the headteacher will seek to clarify the nature of the complaint, ask what
remains unresolved and what outcome the complainant would liketo see. The headteacher can
considerwhetheraface to face meetingisthe mostappropriate way of doing this.

Note: The headteacher may delegate the investigation to another member of the school’s senior
leadership team but not the decision to be taken.

Duringthe investigation, the headteacher (orinvestigator) will:

e ifnecessary, interviewthose involved inthe matterand/orthose complained of, allowing
them to be accompaniedif they wish

e keepa writtenrecord of any meetings/interviews in relation to theirinvestigation. At the
conclusion of theirinvestigation, the headteacher will provide aformal written response
within 20 school days of the date of receipt of the complaint. If the headteacheris unable to
meetthis deadline, they will provide the complainant with an update and revised response
date. The response will detail any actions taken to investigatethe complaint and provide a
full explanation of the decision made and the reason(s) forit. Where appropriate, it will
include details of actions Testbourne Community School will take to resolve the complaint.



The headteacher will advisethe complainant of how to escalate their complaint should they
remain dissatisfied with the outcome of Stage 1.

If the complaintis aboutthe headteacher, ora member of the governing body (including the Chairor
Vice-Chair), asuitably skilled governor will be appointed to complete all the actions at Stage 1.
Complaintsaboutthe headteacher ormember of the governing body must be made to the Clerk, via
the school office.

If the complaintis:
e jointlyaboutthe Chairand Vice Chairor
e theentire governingbody or
e the majority of the governingbody

Stage 1 will be considered by anindependentinvestigatorappointed by the governing body. Atthe

conclusion of theirinvestigation, the independentinvestigator will provide aformal written
response.

If the complainantis dissatisfied with the outcome at Stage 1 and wishes to take the matterfurther,
they can escalate the complaint to Stage 2 —a meeting with members of the governing body’s
complaints committee, which will be formed of the first three, impartial, governors available. This is
the final stage of the complaints procedure.

A request to escalate to Stage 2 must be made to the Clerk, viathe school office, within 10school
days of receipt of the Stage 1 response.

The Clerk will record the date the complaintisreceived and acknowledge receipt of the complaintin
writing (either by letter oremail) within 5school days.

Requests received outside of this time frame will only be considered if exceptional circumstances
apply.

The Clerk will write to the complainant toinform them of the date of the meeting. They will aim to
convene ameeting within 20school days of receipt of the Stage 2 request. If thisis not possible, the
Clerk will provide an anticipated date and keep the complainantinformed.

If the complainantrejectsthe offer of three proposed dates, without good reason, the Clerk will
decide whento hold the meeting. It will then proceed in the complainant’s absence on the basis of
written submissions from both parties.

The complaints committee will consist of at least three governors with no priorinvolvement or
knowledge of the complaint. Prior to the meeting, they will decideamongst themselves who will act
as the Chair of the Complaints Committee. If there are fewerthan three governors from Testbourne
Community School available, the Clerk will source any additional, independent governors through
anotherlocal school or through their LA’s Governor Services team, in order to make up the
committee. Alternatively, an entirely independent committee may be convened to hearthe
complaintat Stage 2.



The committee will decide whetherto deal with the complaint by inviting parties toameetingor
through written representations, butin making their decision they will be sensitive to the
complainant’s needs.

If the complainantisinvited to attend the meeting, theymay bringsomeone alongto provide
support. This can be a relative orfriend. Generally, we do not encourage either party to bring legal
representatives to the committee meeting. However, there may be occasions whenlegal
representationisappropriate.

Forinstance, if aschool employee is called as a witnessin acomplaint meeting, they may wish to be
supported by union and/orlegal representation.

Note: Complaints about staff conduct will not generally be handled under this complaints procedure.
Complainants will be advised that any staff conduct complaints will be considered under staff
disciplinary procedures, if appropriate, but outcomes willnot be shared with them.

Representatives fromthe mediaare not permitted to attend.
At least 10 school days before the meeting, the Clerk will:

e confirmand notify the complainant of the date, time and venue of the meeting, ensuring

that, if the complainantisinvited, the dates are convenientto all parties and that the venue
and proceedings are accessible

e requestcopiesof anyfurtherwritten material to be submitted tothe committee atleast5
school days before the meeting. Any written material will be circulated to all parties atleast
5 school days before the date of the meeting. The committee willnot normally accept, as
evidence, recordings of conversations that were obtained covertly and without the informed
consentof all parties being recorded. The committeewill also notreview any new
complaints at this stage or considerevidence unrelated to the initial complaint to be
included. New complaints must be dealt with from Stage 1 of the procedure.The meeting
will be heldin private. Electronicrecordings of meetings or conversations are not normally
permitted unless acomplainant’s own disability or special needs require it. Prior knowledge
and consentof all parties attending must be sought before meetings or conversations take
place. Consentwill be recorded inany minutes taken.The committee will considerthe
complaintandall the evidence presented. The committee can:

e upholdthe complaintinwhole orin part

e dismissthe complaintinwholeorin part.If the complaintis upheldin whole orin part, the
committee will:

e decide onthe appropriate actionto be takentoresolve the complaint

where appropriate, recommend changes to the school’s systems or procedures to prevent similar
issuesinthe future.The Chairof the Committee will provide the complainantand Testbourne
Community School with afull explanation of their decision and the reason(s) forit, in writing, within
5 school days. The letter to the complainant willinclude details of how to contact the Department
for Educationif they are dissatisfied with the way their complaint has been handled by the school. If
the complaintis:

e jointlyaboutthe Chairand Vice Chairor

e theentire governingbodyor



e the majority of the governingbody
Stage 2 will be heard by a committee of independent governors.

The response will detail any actions taken toinvestigatethe complaint and provide a full explan ation
of the decision made and the reason(s) forit. Where appropriate, it will include details of actions the
school will take to resolve the complaint.

The response will also advise the complainant of how to escalate their complaint should they remain
dissatisfied.

If the complainant believes the school did not handle their complaintinaccordance with the
published complaints procedure orthey acted unlawfully orunreasonably in the exercise of their
dutiesundereducation law, they can contactthe Department for Education afterthey have
completed Stage 2.

The Department for Education will not normally reinvestigate the substance of complaints or

overturn any decisions made by the school. They will consider whether Testbourne Community
School has adhered to education legislation and any statutory policies connected with the complaint.

The complainant can refertheir complaint to the Department for Education onlineat:
www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by writing to:

Department for Education
Piccadilly Gate

Store Street

Manchester

M1 2WD.


http://www.education.gov.uk/contactus
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Appendix 2 - Roles and Responsibilities

1. Complainant
The complainant will receive amore effective responseto the complaintif they:

e explainthe complaintinfull as early as possible
e co-operate withthe school inseekingasolutiontothe complaint

e respond promptly torequestsforinformation or meetings orin agreeingthe details of the
complaint

e askforassistance as needed
e treatallthoseinvolvedinthe complaintwithrespect

e refrainfrom publicising the details of their complaint on social mediaand respect
confidentiality.

2. Investigator
The investigator'srole isto establish the facts relevant to the complaint by:

e providingacomprehensive, open, transparent and fair consideration of the complaint
through:

- sensitiveandthorough interviewing of the complainant to establish what has
happened and who hasbeeninvolved

- interviewingstaff and children/young people and other peoplerelevanttothe
complaint

— consideration of records and otherrelevantinformation



- analysinginformation

liaising with the complainantand the complaints co-ordinatoras appropriate to clarify what
the complainant feels would put things right.Theinvestigator should:

conduct interviews with an open mind and be prepared to persistinthe questioning

keep notes of interviews orarrange foran independent note takerto record minutes of the
meeting

ensure thatany papers produced during the investigation are keptsecurely pendingany
appeal

be mindful of the timescales to respond

prepare a comprehensive reportforthe headteacher or complaints committee that sets out
the facts, identifies solutions and recommends courses of action to resolve problems. The
headteacherorcomplaints committee will then determine whetherto uphold ordismiss the
complaintand communicate that decision to the complainant, providing the appropriate
escalation details.

The complaints co-ordinatorshould:

ensure thatthe complainantisfully updated at each stage of the procedure

liaise with staff members, headteacher, Chair of Governors, Clerk and LAs (if appropriate) to
ensure the smooth running of the complaints procedure

be aware of issuesregarding:
— sharingthird party information

— additional support. This may be needed by complainants when making a complaint
includinginterpretation support or where the complainantisachild or young person

keeprecords.

The Clerkis the contact point forthe complainantand the committee and should:

ensure thatall people involvedinthe complaint procedure are aware of theirlegal rights
and duties, including any underlegislation relating to school complaints, education law, the
Equality Act 2010, the Freedom of Information Act 2000, the Data Protection Act (DPA) 2018
and the General Data Protection Regulations (GDPR)

setthe date, time and venue of the meeting, ensuring that the dates are convenienttoall
parties (if they are invited to attend) and that the venue and proceedings are accessible

collate any written material relevant to the complaint (forexample; stage 1 paperwork,
school and complainant submissions)and senditto the partiesin advance of the meeting
withinan agreedtimescale

record the proceedings

circulate the minutes of the meeting



notify all parties of the committee’s decision.

The committee’s chair, whois nominated in advance of the complaint meeting, should ensure that:

both parties are asked (viathe Clerk) to provide any additionalinformation relating to the
complaint by a specified date in advance of the meeting

the meetingis conductedinaninformal manner, is notadversarial, and that, if all parties are
invited to attend, everyone is treated with respect and courtesy

complainants who may not be used to speakingat such a meetingare putat ease. Thisis
particularly importantif the complainantis achild/young person

the remit of the committee is explained tothe complainant

written material is seen by everyone in attendance, provided it does not breach
confidentiality oranyindividual’s rights to privacy underthe DPA 2018 or GDPR. If a new
issue arisesitwould be useful to give everyonethe opportunity to considerand comment
uponit; thismay require a shortadjournment of the meeting

both the complainant and the school are given the opportunity to make their case and seek
clarity, eitherthrough written submissions ahead of the meeting orverbally in the meeting
itself

theissuesare addressed
key findings of factare made
the committee is open-minded and actsindependently

no member of the committee has an external interestinthe outcome of the proceedings or
any involvementinan earlier stage of the procedure

the meetingis minuted

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

Committee members should be aware that:

the meetingmustbe independentand impartial, and should be seento be soNo governor
may siton the committee if they have had a priorinvolvementinthe complaintorinthe
circumstances surroundingit.

the aim of the meeting should be to resolve the complaintand achieve reconciliation
between the school and the complainant We recognise that the complainant might not be
satisfied with the outcome if the meeting does notfind intheirfavour. It may only be
possible to establish the facts and make recommendations.

many complainants will feel nervous and inhibited in aformal settingParents/carers often
feel emotional when discussing anissue that affects their child.

extracare needsto be taken whenthe complainantisa child/young person and present
duringall or part of the meetingCareful consideration of the atmosphere and proceedings



should ensure that the child/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. If the child/young personis the complainant, the committee should ask in advance if
any supportis neededto help them present their complaint. Where the child/young
person’s parentis the complainant, the committee should give the pare nt the opportunity to
say which parts of the meeting, if any, the child/young person needs to attend.However, the
parentshould be advised that agreement might notalways be possible if the parent wishes
the child/young personto attend a part of the meetingthat the committee considersis not
inthe child/young person’s bestinterests.

the welfare of the child/young personis paramount.



