Fosse Bank School
Complaints Procedures and Policy
In the academic year 2010 – 2011 there were two formal complaints.
The general complaint procedure for Fosse Bank School, including the Early Years Department is as follows:

Any problem or concern should be raised promptly with the class teacher or member of staff responsible for the area or action you are concerned about. If your concern is more serious you may prefer to make an appointment to discuss it with the Head. All staff will make every effort to resolve your problem promptly at this informal stage. Most concerns and potential complaints can best be resolved through informal discussion with the Head or relevant member of staff.

Stage 1 (Head teacher)
If you are dissatisfied with the response of the member of staff (or the Head if they have been involved at the informal stage) then you may wish to put your concerns in writing to the head teacher as a complaint. You should make it clear if you wish the matter to be dealt with as a complaint. Formal complaints cannot be investigated if the complainant wishes to remain anonymous.  The Head will consider the complaint and provide a written response. This will normally be within ten school days of your letter, but you will be kept informed if, for example, more time will be needed to complete the investigation.
If your original concern was about an action by the Head personally and you have already discussed it at the informal stage, then you should put your complaint in writing to the Chairman of the Governors (stage 2).

Stage 2 (Chairman of Governors)

If you are not satisfied with the Head’s response you may contact the Chairman of the Governors. The Chairman’s name and how to contact him/her is available from the school office.

The Chairman will investigate your complaint and in most cases seek to resolve the matter through discussion with yourself and the Head. At the end of this stage the Chairman will provide you with a written response. This will normally be within 10 school days, but you will be kept informed if more time is needed.

Stage 3 (Governing Body)

If you are not satisfied with the Chairman’s response at the end of stage 2 your complaint can be referred to the Governing Body by writing to the Chairman. The Governing Body will ask a small panel, comprising of Governors and one independent person to investigate your complaint. This will normally be arranged within fifteen school days of your complaint being received, depending on the availability of all concerned. You will be invited to speak to the panel at a meeting and be accompanied by a friend or representative. The panel will make findings and recommendations and a copy of those findings and recommendations will be sent by electronic mail or otherwise given to the complainant and, where relevant, the person complained about.  The findings and recommendations will be available for inspection on the school premises by the proprietor and the headteacher.  This will normally be within 10 school days of the meeting.

For all complaints the decision of the Panel is the last step in the procedure.
A written record is to be kept of all complaints, and of whether they are resolved at the preliminary stage or proceed to a panel hearing. 

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. The record of complaints is kept for at least three years
Complaints/School Curriculum

There is a specific procedure for complaints about the school curriculum and matters relating to it, including the provision of information and charges. In general these are dealt with in a similar way to other complaints. However, you may complain to the Head in writing and request that he/she brings the complaint directly to the attention of the Governors at the next governors meeting. The complaint will be investigated and the Head and/or the governing body will inform the complainant of the outcome of its investigation.

Complaints against school staff

If your complaint amounts to or includes an allegation against a member of staff, this may need to be considered under the school’s disciplinary procedure for employees, rather than the complaints procedure. You will be advised if these procedures are to be used in dealing with your complaint.
Parents can also make a complaint to Ofsted and the Independent Schools Inspectorate. 

Contact details for ISI:  Telephone 020 7600 0100 Website http://www.isi.net
Monitoring and Review

It is the responsibility of the Governors to agree and then monitor the school Complaints Policy.

September 2011

