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Statement of intent

MTVS is committed to providing the highest quality education and care for all pupils.
We welcome feedback and take concerns and complaints seriously. When
something goes wrong, we want to put it right quickly, fairly and respectfully.

We aim to resolve issues at the earliest possible stage, and where possible, informally
though open and constructive dialogue.

This policy ensures that complaints are handled:

. Fairly and impartially

. In a non-adversarial way

. With respect for confidentiality

. Through a full and balanced investigation

. With a clear outcome, and where appropriate, action to improve

This policy has been created to deal with any complaint against a member of staff or
the school as a whole, relating to any aspects of the school or the provision of facilities
or services.

This policy outlines the procedure that the complainant and school must follow. Once
a complaint has been made, it can be resolved or withdrawn at any stage.

It is in everyone's interest that concerns and complaints are resolved quickly and
satisfactorily. Many issues of concern can be resolved informally, without the need to
use the formal stages of the complaints procedure. In the event that these initial
approaches fail fo resolve a complaint, this policy lays out the procedures that should
be followed to allay any concerns about a particular issue.

Who can make a complaint?

This complaints procedure is not limited to parents or carers of children that are
registered at the school. Any person, including members of the public, may make a
complaint to Mickle Trafford Village School about any provision of facilities or services
that we provide. Unless complaints are dealt with under separate statutory
procedures (such as appeals relating to exclusions or admissions), we will use this
complaints procedure.

In addition to the following paragraphs of this policy; unacceptable behaviour in the
context of this document includes frivolous or vexatious complaints which is defined
as: denoting an action or the bringer of an action that is brought without sufficient
grounds for winning, purely to cause annoyance to the school and or defendant(s)

The difference between a concern and a compilaint.



We follow the Department for EQucation (DfE) definitions:

A concern -an expression of worry or doubt over an issue considered to be important
for which reassurances are sought.

A complaint - an expression of dissatisfaction however made, about actions faken or
a lack of action.

It is in everyone's interest that 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 complaint’s procedure. Mickle Trafford Village School takes
concerns seriously and will make every effort to resolve the matter as quickly as
possible.

If you have difficulty discussing a concern with a particular member of staff, we will
respect your views. In these cases, the headteacher will refer you to another staff
member. Similarly, if the member of staff directly involved feels unable to deal with a
concern, the headteacher will refer you to another staff 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
their concerns formally. In this case, Mickle Trafford Village School will attempt to
resolve the issue internally, through the stages outlined within this complaint’s
procedure.

Our Approach to Communication
We encourage open, calm and respectful communication at all times.

Parents and carers are asked to:

. Raise issues directly with the school rather than on social media
. Focus on facts and desired outcomes
. Avoid personal accusations or aggressive behaviour

Unreasonable behaviour, including abusive language or persistent vexatious
complaints, may be managed under the school’'s separate policy on serial or
persistent complaints.

How to raise a concern or complaint
A concern or complaint can be made:

e inperson

e in writing (letter or email)

o by telephone

e via a third party not associated with school (with consent)



Concerns should be raised with either the class teacher or headteacher. If the issue
remains unresolved, the next step is to make a formal complaint.

Complainants should not approach individual governors to raise concerns or
complaints. They have no power to act on an individual basis and it may also prevent
them from considering complaints at Stage 2 of the procedure.

Complaints against school staff (except the headteacher) should be made in the first
instance, to the headteacher via the school office. Please mark them as Private and
Confidential.

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

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

For ease of use, a template complaint form is included at the end of this procedure.
If you require help in completing the 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.
For instance, providing information in alternative formats, assisting complainants in
raising a formal complaint or holding meetings in accessible locations.

Anonymous complaints

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

Complaints received outside of term time

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

Scope of this Complaints Procedure

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



Exceptions

Who to contact

Admissions to schools
Statutory assessments of
Special Educational
Needs School
reorganisation
proposals

Concerns about admissions, statutory assessments of Special
Educational Needs, or school re-organisation proposals should
be raised with Cheshire West and Chester

Matters likely to require
a Child Protection
Investigation

Complaints about child protection matters are handled under
our 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

Cheshire West and Chester LADO:
safeguardinglado@cheshirewestandchester.gov.uk Integrated
Access and Referral Team:
iIART@cheshirewestandchester.gov.uk 0300 123 7047

Safeguarding Hub (MASH).
https://www.cheshirewestlscb.org.uk/policyandprocedures/alle
gationsmanagement-lado/

Exclusion of children
from school*

Further information about raising concerns about exclusion can
be found at: www.gov.uk/schooldiscipline-exclusions/exclusions

*complaints about the application of the behaviour policy can
be made through the school’s complaints procedure.
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Whistleblowing

We have an internal whistleblowing procedure for all our
employees, including temporary staff and contractors.

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 directly 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 directly 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.

Staff 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 noftified that the matter is
being addressed.

Complaints about
services provided by
other providers who
may use school
premises or facilities

Providers should have their own complaints procedure to deal
with complaints about service. Please contact them direct

National Curriculum -
confent

Please contact the Department for Education at:
www.education.gov.uk/contactus

Aims

We will endeavour to be fair, open and honest when dealing with any complaint and
will always put the interests of our children above all else. We will give careful
consideration to all complaints and we aim to resolve any complaint through
dialogue and mutual understanding.
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Our complaints procedure will:
e Encourage resolution of problems by informal means wherever possible
e Be easily accessible and publicised
e Be simple to understand and use
e Be impartial
e Be non-adversarial

e Allow swift handling with established timescales for action and keeping people
informed of the progress

e Ensure a full and fair investigation by an independent person where necessary
e Respect people’s desire for confidentiality

e Address all the points at issue and provide an effective response and
appropriate redress, where necessary

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

General Principles of Complaints

Initial concerns

At Mickle Trafford Village School we are clear about the difference between a
concern and a complaint. Taking informal concerns seriously at the earliest stage
reduces the numbers that develop into formal complaints. The formal procedures will
need to be invoked when initial attempts to resolve the issue are unsuccessful and the
person raising the concern remains dissatisfied and wishes to take the matter further.

These key messages deal with complaints but the underlying principle is that concerns
ought to be handled, if at all possible, without the need for formal procedures. The
requirement to have a complaints procedure need not in any way undermine efforts
fo resolve the concern informally. In most cases the class teacher or the individual
delivering the service in the case of extended school provision, will receive the first
approach. It would be helpful if staff were able to resolve issues on the spot, including
apologising where necessary.

Investigating Complaints
It is suggested that at each stage the person investigating the complaint makes sure
that they:

e Establish what has happened so far, and who has been involved
e Clarify the nature of the complaint and what remains unresolved

e Meet with the complainant or contact them (if unsure or further information is
necessary)



e Clarify what the complainant feels would put things right

e Inferview those involved in the matter and/or those complained of, allowing
them to be accompanied if they wish

e Conduct the interview with an open mind and be prepared to persist in the
questioning

e Keep notes of the interview or emails sent on EQdAware

Resolving Complaints

At each stage in the procedure Mickle Trafford Village School wants to resolve the
complaint. If appropriate, we will acknowledge that the complaint is upheld in whole
or in part. In addition, it may be appropriate to offer one or more of the following:

e An explanation
e An admission that the situation could have been handled differently or better
e An assurance that we will try to ensure the event complained of will not recur

e An explanation of the steps that have been or will be taken to ensure that it will
not happen again

e An undertaking to review school policies in light of the complaint
e An apology

Complainants are encouraged to state what actions they feel might resolve the
problem at any stage. An admission that the school could have handled the situation
better is not the same as an admission of negligence.

An effective procedure will identify areas of agreement between the parties. It is also
of equal importance to clarify any misunderstandings that might have occurred as
this can create a positive atmosphere in which to discuss any outstanding issues.

Withdrawal of a Complaint
If a complainant wants to withdraw their complaint, we will ask them to confirm this in
writing.

Vexatious Complaints

If properly followed, a good complaints procedure will limit the number of complaints
that become protfracted. However, there will be occasions when, despite all stages
of the procedures having been followed, the complainant remains dissatisfied. If the
complainant tries to reopen the same issue, the chair of the governing body is able
to inform them in writing that the procedure has been exhausted and that the matter
is now closed. If the complainant writes again on the same issue, then the
complainant may be regarded as serial or persistent (Please refer to Serial and
Persistent Complaints Policy).

Time scales
¢ We aim to acknowledge concerns and complaints within 48 working hrs.

e Complaints must be raised within three months of the incident or, where a series
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.

Complaints will be managed and resolved as quickly and effectively as possible. The
procedure includes reasonable time limits for each stage. Where further enquiries are
required, amended timescales will be established and communicated to the
complainant, together with an explanation for the delay.

Dealing with Complaints - Formal procedures

Mickle Trafford Village School has nominated the Headteacher as the person
responsible for the operation and management of the school complaints procedure.

The Formal Complaints Procedure

The school complaints procedure has three defined stages. These stages are
designed to enable complaints to be heard, dealt with or resolved expeditiously and
at the most appropriate level within the school. There may, on occasion, be the need
for some flexibility; for example, the possibility of further meetings between the
complainant and the member of staff directly involved and further investigations may
be required by the headteacher after a meeting with the complainant.

STAGE ONE: Complaint heard by staff member

It is in everyone's interest that complaints are resolved at the earliest possible stage.
The experience of the first contact between the complainant and the school can be
crucial in determining whether the complaint will escalate. To that end, our staff are
made aware of the procedures and know what to do when they receive a complaint.

If a parent is concerned about anything to do with the education or support that we
are providing at our school, they should, in the first instance, discuss the matter with
their child’s class feacher; most matters of concern can be resolved positively in this
way. All teachers work very hard to ensure that each child is happy at school, and is
making good progress; they naturally want to know if there is a problem, so that they
can take action before it seriously affects the child’s progress.

We respect the views of a complainant who indicates that they would have difficulty
discussing a complaint with a particular member of staff. In these cases, the
complaints co-ordinator can refer the complainant to another staff member. Where
the complaint concerns the headteacher, the complaints co-ordinator can refer the
complainant to the chair of governors.

Similarly, if the member of staff directly involved feels too compromised to deal with a
complaint, the complaints co-ordinator may consider referring the complainant to
another staff member. The member of staff may be more senior but does not have to
be. The ability to consider the complaint objectively and impartially is crucial.



STAGE TWO: Complaint heard by Headteacher

Where a parent feels that a situation has not been resolved through contact with the
class teacher, or that their concern is of a sufficiently serious nature, they should make
an appointment to discuss it with the head teacher. The head teacher will consider
all matters of concern very seriously and investigate each case thoroughly.

The headteacher willrecord the date the complaint is received and will acknowledge
receipt of the complaint in writing (either by letter or email) within 10 school days.

Within this response, the headteacher will seek to clarify the nature of the complaint,
ask what remains unresolved and what outcome the complainant would like to see.
The headteacher can consider whether a face-to-face meeting is the most
appropriate 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.
Most complaints would normally be resolved at this stage.

The response will detail any actions taken to investigate the complaint and provide a
full explanation of the decision made and the reason(s) for it. Where appropriate, it
will include details of actions Mickle Trafford Primary School will take to resolve the
complaint. The headteacher will advise the complainant of how to escalate their
complaint should they remain dissatisfied with the outcome of Stage 1.

STAGE THREE: Complaint heard by Governing Bodies Complaints Appeal Panel

Only when a complaint fails to be resolved by the head teacher should a formal
complaint be made to the governing body. This complaint must be made in writing,
stating the nature of the complaint, who has been spoken to already and the
preferred outcome. The parent should send this written complaint to the Chair of
Governors via the school office. The Chair, or a nominated governor, will convene a
governing body complaints panel. The governing body must consider all written
complaints within 21 school working days of receipt.

The chair of governors will nominate a governor to coordinate the procedure and will
appoint a complaints panel consisting of 3 governors who are not employees of the
school. The nominated coordinator will chair the complaints panel.

The co-ordinator will arrange a meeting of the complaints panel to discuss the
complaint and will invite the person making it fo attend the meeting so that they can
explain the complaint in more detail. The school will give the complainant at least five
days’ notice of the meeting. If the complainant cannot attend the suggested date,
a further date will be set. If the complainant does not attend the second date, a third
and final date will be set, at which time the meeting will proceed without the
complainant present.



The head teacher will write a report addressing the complaint and ensure that the
complaints panel members and the complainant receive a copy 4 days before the
meeting. (If it is a complaint about the head teacher, the Chair of Governors will write
the report).

The complainant is invited to write a report addressing the issue and must ensure that
the complaints panel members and the head teacher (or Chair of Governors)
receives a copy 2 days before the meeting. Other written evidence will not be
accepted at the meeting, except in exceptional circumstances.

The governors’ appeal hearing is the last school-based stage of the complaints
process, and is not convened to merely rubber-stamp previous decisions.

Notification of the Panel’s Decision

The chair of the panel needs to ensure that the complainant is noftified of the panel’s
decision, in writing, with the panel’s response. The letter needs to explain if there are
any further rights of appeal and, if so, to whom they need to be addressed.

When the panel has fully investigated the complaint, the chair of the panel, on behalf
of the governing body, will write to the complainant confirming the outcome of the
complaint and any agreed action to be taken.

The panel can:

e Dismiss the complaint in whole or in part

* Uphold the complaint in whole or in part

e Decide on appropriate action to be taken to resolve the complaint

* Recommend changes to the school’'s systems or procedures to ensure that
problems of a similar nature do not recur

Individual complaints will not be heard by the whole governing body at any stage, as
this could compromise the impartiality of any panel set up for a disciplinary hearing
against a member of staff following a serious complaint.

Where the first approach is made to a governor, the next step would be to refer the
complainant to the appropriate person and advise them about the procedure.
Governors should not act alone on an individual complaint outside the formal
procedure or be involved at the early stages in case they are needed to sit on a panel
at a later stage of the procedure.

Next Steps

If the complainant believes the school did not handle their complaint in accordance
with the published complaints procedure or they acted unlawfully or unreasonably in
the exercise of their duties under education law, they can contact the Department
for Education



The Department for Education does not investigate the substance of complaints or
overturn any decisions made by Mickle Trafford Village School. They will consider
whether Mickle Trafford Village School has followed its own complaints procedure
and has acted lawfully and reasonably.

The complainant can refer their complaint to the Department for Education online at:
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

Checklist for a Panel Hearing
The panel needs to take the following points infto account

e The hearingis as informal as possible

» After infroductions, the complainant is invited to explain their complaint (with
the support of an advocate if required)

* The panel members and head teacher (or Chair of Governors) may ask
questions

* The head teacher (or Chair of Governors) is then invited to explain the school’s
actions (with support of DHT, SENCo or other supporter if required);

* The panel members or complainant may ask questions

* The complainant is then invited to sum up their complaint

* The head teacher (or Chair of Governors) is then invited to sum up the school’s
actions and response to the complaint

* The chair of the panel explains that both parties will hear from the panel within
3 working days

* Both parties leave the meeting while the panel decides on the issues

For a complaint about the head teacher:

If a parent is concerned about anything to do with the behaviour, leadership or
management of the head teacher, they should, in the first instance, discuss the matter
with the head teacher; most matters of concern can be resolved positively in this way.

Where a parent feels that a situation has not been resolved through contact with the
headteacher, or that their concern is of a sufficiently serious nature, they should make
an appointment to discuss it with the chair of the governing body. The chair will
consider all matters of concern very seriously and investigate each case thoroughly.
Most complaints would normally be resolved at this stage.

Only when an informal complaint fails to be resolved by the chair should a formal
complaint be made to the governing body. This complaint must be made in writing,
stating the nature of the complaint, who has been spoken to already and the



preferred outcome. The parent should send this written complaint to the governing
body via the clerk to the governors via the school office.

Recording Complaints

We record the progress of the complaint and the final outcome. A complaint may be
made in person, by telephone, or in writing. An example of a complaint form can be
found in Annex B. At the end of a meeting or telephone call, the member of staff will
ensure that the complainant and the school have the same understanding of what
was discussed and agreed. A brief note of meetings and telephone calls can be kept
and a copy of any written response added to the record. The Headteacher/ Chair of
Governors is responsible for the records, and could hold them cenfrally.

Governing Body Review

The governing body monitor the level and nature of complaints and review the
outcomes on a regular basis to ensure the effectiveness of the procedure and make
changes where necessary. Preferably, complaints information shared with the whole
governing body will not name individuals.

As well as addressing an individual's complaints, the process of listening to, and
resolving complaints will contribute to school improvement. When individual
complaints are heard, we may identify underlying issues that need to be addressed.
The monitoring and review of complaints by us can be a useful tool in evaluating our
performance.

Annex A: The Act

Section 29 of the Education Act 2002 requires that:

(1) The governing body of a maintained school (including a maintained nursery school)
shall —

establish procedures for dealing with all complaints relating to the school or to the provision
of facilities or services under section 27, other than complaints falling to be dealt with in
accordance with any procedures required to be established in relation to the school by
virtue of a statutory provision other than this section, and publicise the procedures so
established.

(2) In establishing or publicising procedures under subsection (1), the governing body
shall have regard to any guidance given from time to time (in relation to England) by the

Secretary of State.

Section 39 of the Education Act 2002 provides the following:

IM

“maintained school” means a community, foundation or voluntary school, a community or

foundation special school or a maintained nursery school;




Annex B:
Mickle Trafford Village School Complaint Form

Please complete and return to the
Headteacherhead@mickletrafford.cheshire.sch.uk 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 details of your complaint.




What action, if any, have you already taken to try and resolve your complaint

(who did you speak to and what was their 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 who:

Complaint referred to:

Date:




