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Introduction

Claytons Primary School governing body has adopted the LA procedure to deal with
concerns or complaints from members of the school community or general public.

Aims and Objectives

Claytons Primary School aims to be fair, open and honest when dealing with any
complaint and to resolve it through open dialogue and mutual understanding.

Careful consideration will be given to all concerns and complaints and we will deal with
them as swiftly as possible. We will provide sufficient opportunity for any complaint to be
fully discussed.

In all cases we will put the interests of the child above all other issues.
Our procedure is underpinned by the following framework of principles: -

encourage resolution of problems by informal means wherever possible

be easily accessible and publicised

be simple to use and understand

be impartial

be non-adversarial

allow swift handling with established time-limits for action and keeping people informed

of the progress

ensure a full and fair investigation by an independent person where necessary

e respect people’s desire for confidentiality, wherever possible (some information sharing
may be necessary to carry out a thorough investigation)

e address all points of issue, providing an effective response and appropriate redress,
where necessary

e provide information to the school’s senior management team so that services can be

improved.

Areas not covered by this procedure

This procedure does not apply to issues concerning the curriculum, collective worship,
admissions, exclusion appeals, decisions about your child’s special educational needs or
grievances by school staff. These are the subject of separate complaints procedures.
Copies of these procedures can be obtained from the school.

In addition, Ofsted has the power to investigate certain (qualifying) complaints about
maintained schools, including those from parents. A qualifying complaint is one that
affects the whole school, not an individual. More information can be obtained from the
school or Ofsted.

Where an allegation has been made against any persons working in or on behalf of the
school the policy for procedures for dealing with allegations of abuse against staff must be
followed.

All other complaints are handled by the school according to the arrangements set out
below.



Stage 1 —initial concerns

If you have any concerns about the school, or the education we are providing at any time,
please discuss the matter with your child’s class teacher at the earliest opportunity.
Please do not publicise any concerns you have on social networking sites, but speak to
someone at the school as soon as possible.

The school considers any concerns very seriously and most problems can be resolved
following discussion and a shared understanding of the issues. All members of staff work
very hard to ensure that each child is happy at school and is making good progress and
they always want to know if there is a problem so they can help to resolve it.

Most concerns can be resolved at this level, however, if after speaking to your child’s class
teacher, you are still concerned, please discuss the matter with the Headteacher.

Stage 2 — formal procedure

Most concerns are resolved at Stage 1, however if you remain dissatisfied and wish to
take the matter further you will be asked to complete a complaint form (Annex 1).

Complaint Form

The aim of the form is to ensure each party has a clear and common understanding of the
complaint and includes a section on what actions might resolve the problem at this stage.
It can be used by anyone making a complaint about the operation of the school which is
not covered by an alternative procedure.

We are happy to provide the assistance of someone unconnected with the complaint, if
you would like support in completing the form.

The form (see Appendix One) should be returned to the headteacher, unless the complaint
concerns the headteacher or a governor, in which case it should be returned to the
Chairman of the governing body at the school address, marking the envelope ‘FOR
IMMEDIATE ATTENTION’.

You will receive an acknowledgement of the receipt of your complaint form within 5
working days.

Investigation

An investigation will be carried out into the complaint and the way it has been handled by
the school. This will include a review of any relevant documentation and information and
seeking the views of relevant people, where necessary. The person undertaking the
investigation will normally write to you with the outcome of this process within 15 working
days of receiving the complaint. This will be sent by recorded delivery in order that receipt
is acknowledged.

If, at any time, it becomes apparent that the complaint is a disciplinary or capability issue,
the matter will be dealt with by following the appropriate procedure rather than the
complaints procedure. You will be notified if this is the case with your complaint, however,



you are not entitled to know which procedure, or the final outcome, because of the right to
confidentiality of the member of staff involved.

If, following the outcome of the investigation, you feel your concern has not been resolved,
you may choose to refer your complaint to Stage 3 of the procedure. This must be done in
writing to the school within 15 working days of the completion of Stage 2.

Stage 3

At this stage the complaint will be considered by a panel of 3 governors, who will meet to
consider the complaint and make a final decision about it on behalf of the governing body.

The panel will consist of governors who have no detailed prior knowledge of the complaint,
or connection with the complainant. The meeting will normally take place within 15
working days of your request.

You will have the opportunity to submit written evidence on the complaint prior to the
meeting of the panel and also to attend, accompanied by a friend/partner if you wish, to
put your case. The headteacher will be given the same opportunities. Appendix 2 outlines
the process that will be followed at a panel hearing.

Outcome of the Panel Hearing

The panel will write to you with its conclusion within 5 working days of the meeting, and its
decision is final. This will be sent by recorded delivery in order that receipt is
acknowledged.

If you are still not satisfied, you may wish to put your complaint to the Secretary of State
for Education and Skills, who can review whether the school has acted reasonably and
followed the correct procedures. The address is Sanctuary Buildings, Great Smith Street,
London, SW1 3BT.

Note: If, for any reason, the adopted procedure cannot be followed, the governing
body, in consultation with the Local Authority, will put in place an alternative fair
process.

Unreasonably persistent complainants and unreasonable complainant behaviour

Unfortunately, in a minority of cases, people pursue their complaints in a way which can
either impede the investigation of their complaint or can have significant resource issues
for the school.

These actions can occur either while the complaint is being investigated, or once the
school has concluded the complaint investigation.

In such cases, the school will observe the Local Government Ombudsman’s Guidance
Note on ‘unreasonably persistent complainants’ and ‘unreasonable complainant
behaviour.’




Monitoring and Review

The governing body monitors the complaints procedure, in order to ensure that all
complaints are handled properly. The headteacher will report to the Personnel and
Communication Committee all formal complaints received by the school and how they
were resolved. The Personnel and Communication Committee will reflect on the
effectiveness of the process at least annually and consider the need for any changes to
the procedure.

Persistent, unreasonable, habitual and/or vexatious complaints
DEFINITIONS

Habitual or Vexatious Complainant
Each case will be viewed individually and decided on its merits. However, a complainant
(and/or anyone acting on their behalf) may be deemed to be habitual or vexatious if
previous or current contact with them shows that they may meet any or all of the following
criteria, dependent upon degree.
Where complainants:

e persist in pursuing a complaint where the school’s complaints procedure has been
fully and properly implemented and exhausted (e.g. where several responses have
been provided)

e change the substance of a complaint or continually raise new issues or seek to
prolong contact by continually raising further concerns or questions upon receipt of
a response. Care must be taken not to discard new issues which are
significantly different from the original complaints. These might need to be
addressed as separate complaints

e are unwilling to accept documented evidence of action

e are unwilling to accept that the governing body has reached a final decision on a
chosen course of action

e deny receiving an adequate response in spite of correspondence specifically
answering their questions

e persistin pursuing a matter when they have already exhausted other statutory
routes

e do not clearly identify the precise issues which they wish to be investigated, despite
reasonable efforts to help them specify their concerns

e continue to seek to pursue a complaint where the concerns identified are not within
the remit of the governing body to investigate

¢ focus on a trivial matter to an extent which is out of proportion to its significance and

e continue to focus on this point. It is recognised that determining what is a ‘trivial’
matter can be subjective and careful judgements must be used in applying this
criteria

e have in the course of addressing a complaint, had an excessive number of contacts
with the school placing unreasonable demands on staff time. A contact may be in
person or by telephone, letter or email. Discretion must be used in determining the
precise number of “excessive contacts” applicable under this section, using
judgement based on the specific circumstances of each individual case

e have threatened or used physical violence towards staff at any time. This will in itself
cause personal contact with the complainant and/or their representatives to be
discontinued and the complaint will, thereafter, only be continued through written



communication. All such incidences will be documented. This will also inform the
complainant of the action to be taken with regard to any further communication
received

have harassed or been personally abusive or verbally aggressive on more than one
occasion towards staff dealing with the complaint. They will document all instances
of harassment, abusive or verbally aggressive behaviour

are known to have recorded meetings or telephone conversations or circulated such
records to third parties without the prior knowledge and consent of other parties
involved

make unreasonable demands and fail to accept that these may be unreasonable,
for example, insist on responses to complaints or enquiries being provided more
urgently than is reasonable or within the complaints procedure or normal
recognised practice

PERSISTENT COMPLAINANT

Each case will be viewed individually and decided on its merits. However, a complainant
(and/or anyone acting on their behalf) may be deemed to be a persistent complainant if
previous or current contact with them shows that they may meet any or all of the following
criteria, dependent upon degree.

Where the complainant’s behaviour may be characterised by:

actions which are obsessive, persistent, harassing, prolific and/or repetitious

prolific correspondence or excessive email or telephone contact about a concern or
complaint

uses Freedom of Information requests excessively and unreasonably

an insistence upon pursuing unsubstantial complaints and/or unrealistic or
unreasonable outcomes

an insistence upon pursuing complaints in an unreasonable manner

an insistence on introducing trivial or irrelevant information which the complainant
expects to be taken into account and commented upon, or raising a large number of
detailed but unimportant questions insisting that they are answered fully

making unjustified complaints about the investigator seeking to have them replaced
an insistence on only dealing with the Headship Team (HST) on all occasions
irrespective of the issue and the level of delegation in the school to deal with such
matters

an insistence upon repeatedly pursuing a complaint when the outcome is not
satisfactory to the complainant but cannot be changed, for example, if the desired
outcome is beyond the remit of the school because it is unlawful.

Harassment is the unreasonable behaviour where an individual or individuals

appear to be targeted over a significant period of time on one or more members of
school staff

cause ongoing distress to individual member(s) of school staff

have a significant adverse effect on the whole/parts of the school community

are pursued in a manner which can be perceived as intimidating and oppressive by
the recipient. This could include situations where persistent demands and criticisms,
while not particularly taxing or serious when viewed in isolation, have a cumulative
effect over time of undermining confidence, well-being and health

unnecessarily take up an inordinate amount of staff time, detracting from staff
members’ ability to undertake legitimate school business



UNREASONABLE COMPLAINANT

Each case will be viewed individually and decided on its merits. However, a complainant
(and/or anyone acting on their behalf) may be deemed to be an unreasonable complainant
if previous or current contact with them shows that they may meet any or all of the
following criteria, dependent upon degree.

Where the complainant’s behaviour may be 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:

e refuses to articulate their complaint or specify the grounds of a complaint or the
outcomes sought by raising the complaint, despite offers of assistance

e refuses to cooperate with the complaints investigation process

e refuses to accept that certain issues are not within the scope of the complaints
procedure

e insists on the complaint being dealt with in ways which are incompatible with the
complaints procedure or with good practice

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

e raises large numbers of detailed but unimportant questions, and insists they are fully
answered, often immediately and to their own timescales

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

e changes the basis of the complaint as the investigation proceeds

e repeatedly makes the same complaint (despite previous investigations or responses
concluding that the complaint is groundless or has been addressed)

e refuses to accept the 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 Department for Education (DfE)

e seeks an unrealistic outcome

e makes excessive demands on school time by frequent, lengthy and complicated

contact with staff regarding the complaint in person, in writing, by email and by
telephone while the complaint is being dealt with

uses threats to intimidate

uses abusive, offensive or discriminatory language or violence

knowingly provides falsified information

publishes unacceptable information on social media or other public forums

Complainants should try to limit their communication with the school that relates to their
complaint, while the complaint is being progressed. It is not helpful if repeated
correspondence is sent (either by letter, phone, email or text), as it could delay the
outcome being reached.

Whenever possible and if appropriate, the Co-Heads or Chair of Governors will discuss any
concerns with the complainant informally before applying an ‘unreasonable’ marking.

If the behaviour continues, the Co-Heads will write to the complainant explaining that
their behaviour is unreasonable and ask them to change it.

STEPS WE WILL TAKE FOR DEALING WITH PERSISTENT, HABITUAL,
UNREASONABLE OR VEXATIOUS COMPLAINANTS



Where complainants have been identified as persistent, habitual, unreasonable or
vexatious under the scope of this policy, taking account of the above criteria, the Authorising
Officers (Co-Heads and Chair of Governors or, if unavailable, the Vice-Chair of Governors)
will determine what action to take.

The Authorising Officers will implement such action and will notify complainants, in writing,
of the reasons why they have been classified as persistent, habitual, unreasonable or
vexatious and what action will be taken. They will also be notified of the review procedure.

This notification may be copied for the information of others already involved in the
complaint or matters closely related to it, e.g. LA officers, staff, record must be kept, for
future reference, of the reasons why a complainant has been classified as persistent,
habitual, unreasonable or vexatious.

It may be decided to deal with complainants in one or more of the following ways:

e Withdraw contact with the complainant either in person, by telephone, by email, by
fax, by letter or any combination of these, provided that at least one form of contact
is maintained.

e To restrict contact to liaison through a designated member of staff or specify
methods of communication and limit the number of contacts in a communication
plan. This will be reviewed after six months.

¢ Notify the complainant in writing that the governing body has responded fully to the
points raised and has tried to resolve the complaint but there is nothing more to add
and continuing contact on the matter will serve no useful purpose. The complainant
should be notified that any form of contact, either orally or in writing, in relation to
their complaint, or any further complaints relative to the same period of time, or the
same or similar issues as an earlier complaint, is at an end, and that further contact
received will be acknowledged but not answered.

e Temporarily suspend, for a period to be specified to the complainant, all contact
with the complainant, provided that the governing body shall not, without the
consent of the LA, withdraw or not provide any services to which the complainant or
his/her family are entitled to receive.

e Inform the complainant that all meetings with a member of staff will be conducted
with a second person present and that notes of meetings may be taken in the
interests of all parties.

¢ Inthe case of physical or verbal aggression, take advice from HR/Legal Services.

e Consider warning the complainant about being banned from the school site; or
proceed straight to a temporary ban.

e Consider taking advice on pursuing a case under Anti-Harassment legislation.

e Consider taking advice from HR/Legal Services about putting in place a specific
procedure for dealing with complaints from the complainant, i.e. the complainant will
not be able to deal directly with the Co-Heads but only with a third person to be
identified by the governing body of the school, who will investigate, determine
whether or not the concern/complaint is reasonable or vexatious and then advise
the Co-Heads accordingly.

e If a parent’s behaviour is a cause for concern, the school can ask him/her to leave
school premises immediately. In serious cases, the Co-Heads will notify them in
writing that their implied licence to be on school premises has been temporarily
revoked subject to any representations that the parent may wish to make. Although
fulfilling a public function, schools are private places. The public has no automatic
right of entry. Schools will therefore act to ensure they remain a safe place for
pupils, staff and other members of their community.



The school reserves the right to:
e cease to respond to complaints of a vexatious nature
e Dbring legal action for harassment against the complainant
e direct the complainant to the Education and Skills Funding Agency

DUPLICATE COMPLAINTS

If we have resolved a complaint under the complaints procedure and receive a duplicate
complaint on the same subject from a partner, family member or other individual, we will
assess whether there are aspects that we hadn’t previously considered, or any new
information we need to take into account.

If we are satisfied that there are no new aspects, we will:
e Tell the new complainant that we have already investigated and responded to this
issue, and the local process is complete.
e Direct them to the DfE if they are dissatisfied with our original handling of the
complaint if there are new aspects, we will follow the complaints procedure
again.

COMPLAINT CAMPAIGNS
Where the school receives a large volume of complaints about the same topic or subject,
especially if these come from complainants unconnected with the school, the school may
respond to these complaints by:

e Publishing a single response on the school website.

e Sending a template response to all of the complainants.

If complainants are not satisfied with the school’s response, or wish to pursue the
complaint further, the normal procedures will apply.



Flowchart Summary*

* Please refer to the procedure for more detailed information.

Stage 1 - Informal
Complaint at school level — You should try to resolve your concerns

with a member of staff.

Resolved? I ‘ Yes. No further action

No -You should discuss your concerns with the Headteacher

:

No - Stage 2 — Formal

You will be asked to complete complaints form and offered support in
completing it from someone unconnected with the issue. The form
should be returned to the Headteacher, or the Chairman of the
governing body, if the complaint is about the headteacher or a

governor.

Yes. No further action

Receipt of complaints form acknowledged in 5 working days I

4

Complaint is investigated by Headteacher or Chairman of
Governing Body or nominated Governor if it is about the
Headteacher or a governor




: ]

You will be informed of the outcome of the investigation within 15
working days of receiving the complaint.

.

Resolved? Yes. No further action

No - If you wish to take your complaint to Stage 3 of the procedure you
will be asked to confirm this in writing within 15 work days of the
completion of Stage 2.

4

Governor Complaints Panel meets to consider your complaint with 15
working days. You will be asked to submit written evidence in advance
and attend the panel meeting to explain the nature of your complaint

:

Panel will make a final decision on behalf of the Governing Body and
writes to you within 5 working days

: ]

Resolved? ‘ Yes. No further action

No - You can write to the Secretary of State of Education and Skills if
you feel the school has acted unreasonably or not followed the correct

procedures.




Appendix One - Complaint form

Please complete and return to the Head teacher or Chair of Governors who will
acknowledge receipt and explain what action will be taken.

Your name:

Pupil’s name:
Your relationship to the pupil:

Address:

Postcode:
Day time telephone number:
Evening telephone number:

Please give concise details of your complaint, including dates, names of
witnesses etc, to allow the matter to be fully investigated

What action, if any, have you already taken to try and resolve your complaint.
(Who did you speak to/write to and what was the response)?

What actions do you feel might resolve the problem at this stage?




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

Signature:

Date:

Official use

Date acknowledgement sent:

By whom:

Complaint referred to:

Date:




Appendix Two - At the panel hearing

After introductions, the complainant will be invited to explain their complaint, and be
followed by their witnesses (if any).

The headteacher/Chairman of Governors may question both the complainant and
the witnesses after each has spoken.

The headteacher/Chairman of Governors is then invited to explain the school’'s
actions and be followed by the school’s witnesses (if any).

The complainant may question both the headteacher/Chairman of Governors and
the witnesses after each has spoken.

The panel may ask questions at any point.
The complainant is then invited to sum up their complaint.

The headteacher/Chairman of Governors is then invited to sum up the school’'s
actions and response to the complaint.

The Chairman of the panel explains that both parties will hear from the panel within
five working days.

Both parties leave together while the panel decides on the issues.

The clerk remains to support the panel.



