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Hudson Primary School

Complaints Policy and Procedure
1. Introduction

At Hudson Primary School, we work hard to provide a safe, caring and inclusive environment in which
every child can learn, grow and experience excellence.

We value positive relationships with children, parents and carers and welcome feedback about our
school. We recognise, however, that there may be occasions when a parent, carer or other person is
dissatisfied with an aspect of the school's provision, practice or service.

This policy explains how concerns and complaints can be raised and how Hudson Primary School will
respond.

The governing body is required to establish and publish a complaints procedure for complaints
relating to the school and its facilities or services, except where another statutory procedure
applies.

Our approach is intended to be:

o fair;

e transparent;

e proportionate;

e respectful;

e non-adversarial;

o child-centred; and

o focused on resolving concerns wherever possible.

We will deal with complaints as promptly as reasonably possible while ensuring that they are
investigated properly.

2. Scope of this policy

This procedure applies to complaints about the provision of education or services provided by Hudson
Primary School where no separate statutory complaints or appeal procedure applies.

A complaint may be made by a parent, carer, pupil or another person with a legitimate interest in the
matter.

Where a complaint is made by someone who is not a parent or carer of a current pupil, the school will
determine the most appropriate way to respond. This may include using this procedure or responding
outside the formal procedure, depending on the circumstances.

This policy does not prevent anyone from raising a safeguarding concern. Safeguarding concerns must
be reported immediately and will be dealt with under the school's Child Protection and Safeguarding
procedures.
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3. Matters that are dealt with under other procedures

Some matters have specific statutory processes and should not be dealt with through the general

compla

These

Where

ints procedure.
may include:

admissions decisions and admissions appeals;

statutory appeals relating to Education, Health and Care Plans;

requests for statutory assessment or matters relating to the contents of an EHCP where a
separate SEND appeal or mediation route applies;

school exclusions and independent review arrangements;

complaints about the delivery of an examination or assessment where the relevant awarding
body has its own procedure;

staff employment, grievance or disciplinary matters;

complaints relating to individual members of staff where a separate employment procedure
applies;

complaints about the actions of another organisation or service where that organisation has
responsibility for the matter;

requests for access to personal data, which should be dealt with through the school’s data
protection procedures; and

allegations of abuse or concerns that a child may be at risk of harm, which must be dealt with
through safeguarding procedures.

a concern is raised under the wrong procedure, the school will explain the appropriate route

and, where possible, help the complainant identify the correct process.

4. Our approach to concerns and complaints

We encourage concerns to be raised as soon as possible.

Many concerns can be resolved quickly through an informal conversation with the appropriate member
of staff.

Raising
remain

a concern informally does not prevent a complainant from making a formal complaint if they
dissatisfied.

The school will:
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listen carefully;

treat concerns seriously;

seek to understand what has happened;

consider the impact on the child;

investigate proportionately;

communicate clearly;

maintain appropriate confidentiality;

keep appropriate records; and

use complaints to identify opportunities for improvement.



The school will not make assumptions about a complaint before appropriate information has been
gathered.

5. Stage 1 - Informal concern

Wherever possible, concerns should initially be raised with the member of staff who is closest to the
issue.

For example:

» concerns about classroom practice should normally be raised with the class teacher;

e concerns about SEND provision may be raised with the class teacher and/or SENDCO;

e concerns about attendance may be raised with the relevant member of the attendance team;

e concerns about pastoral matters may be raised with the appropriate member of the pastoral
or leadership team.

Our 6raduated Response to Parent Queries supports parents and carers in knowing who to contact.

The member of staff receiving the concern will seek to understand the issue and, where possible,
resolve it promptly.

Where a concern cannot be resolved at this level, or where the nature of the concern makes it
inappropriate to raise it with the class teacher or relevant member of staff, it may be escalated
directly to Stage 2.

6. Stage 2 - Formal complaint
A formal complaint should normally be made in writing.
The complainant should provide:
o the nature of the complaint;
o relevant facts or information;
e any supporting evidence;
o details of what has already been done to try to resolve the matter; and
o the outcome they are seeking, where appropriate.
A complaint may be submitted by letter, email or using the school’s complaints form.

Formal complaints should be sent to:

Headteacher

Hudson Primary School
Moorhey Road, Maghull, L315LE
head@hudsonprimary.co.uk

The school will acknowledge receipt of a formal complaint normally within 5 school days.
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The Headteacher will normally investigate a formal complaint at Stage 2.

The Headteacher may delegate the investigation or collection of information to an appropriate
member of staff, but retains responsibility for the Stage 2 decision unless the complaint concerns
the Headteacher.

The person investigating the complaint will consider relevant evidence, which may include:

o documents;

e school records;

o information from staff;

o information from pupils where appropriate;
o information from parents/carers;

e relevant policies and procedures; and

o other relevant evidence.

The school will normally provide a written response within 10 school days of acknowledging the
complaint.

Where a complaint is complex or requires further investigation, it may not be possible to respond
within this timescale. Where this happens, the complainant will be informed of the reason for the
delay and given a revised timescale.

The Stage 2 response will:

e summarise the complaint;

o explain the investigation undertaken;

o set out the findings;

o explain the decision;

e identify any action to be taken, where appropriate; and

o explain how the complainant can escalate the matter if they remain dissatisfied.

7. Complaints about the Headteacher

Where a complaint concerns the Headteacher, the complaint should be submitted in writing to the
Chair of Governors via the Clerk to the Governing Body.

The Chair of Governors will arrange for the complaint to be investigated by an appropriate person
who has had no prior involvement in the matter.

The investigator will normally provide a written response within 10 school days of the complaint
being acknowledged.

Where additional time is required, the complainant will be informed and provided with a revised
timescale.
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8. Complaints about the Chair of Governors, an individual governor or the Governing Body

Where a complaint concerns the Chair of Governors, the complaint should be submitted to the Clerk
to the Governing Body, who will refer it fo an appropriate person or body in accordance with the
school's governance arrangements.

Where a complaint concerns an individual governor, that governor will fake no part in the investigation
or decision-making process.

Where a complaint concerns the Governing Body as a whole, the matter will be referred to an
appropriate independent person or body for consideration.

The aim will be to ensure that no individual is responsible for investigating or determining a complaint
in which they have a direct interest.

9. Stage 3 - Governing Body Complaints Panel

If the complainant remains dissatisfied following Stage 2, they may request a review by a Governing
Body Complaints Panel.

The request should normally be made in writing within 10 school days of the Stage 2 response.
The request should explain:
o why the complainant remains dissatisfied;
o which aspects of the Stage 2 response they are challenging; and
e any relevant information they believe should be considered.
The request should be sent to:
Clerk to the Governing Body
Hudson Primary School
Hudson Primary School
Moorhey Road, Maghull, L315LE
Clerk@hudsonprimary.co.uk

The Clerk will acknowledge receipt and arrange for a panel to consider the complaint.

10. Complaints Panel

The Complaints Panel will normally consist of three governors who have had no prior involvement in
the complaint.

The panel will be impartial and will consider the complaint fairly.

Where appropriate, the governing body may appoint an independent person to assist with the process
or to provide procedural advice.

Page 6 of 14



The panel's purpose is to consider whether the school's complaints procedure has been followed
appropriately, whether the complaint has been properly considered and whether any further action is
appropriate.

The panel will not normally reinvestigate the complaint from the beginning.
The panel may:

o uphold the complaint in whole or in part;

e not uphold the complaint;

o identify appropriate action to address matters raised;

« recommend changes to school systems or procedures; or
e confirm that no further action is required.

The panel cannot normally require individual members of staff to be disciplined or determine
employment matters, which are subject to separate procedures.

11. Complaints Panel meeting

The complainant will normally be invited o attend the panel meeting to explain their complaint.
The school will provide reasonable notice of the meeting.

The complainant may be accompanied by one person, where appropriate.

The companion may provide support but the panel may make reasonable arrangements to ensure that
the meeting remains focused and proportionate.

The school may also have appropriate staff present to provide information to the panel.
The panel will consider written information and any representations made at the meeting.

The panel will seek to ensure that all parties are treated fairly and that the process remains
respectful and proportionate.

If the complainant is unable or unwilling to attend despite reasonable attempts to arrange a suitable
meeting, the panel may consider the complaint based on the written information available.

12. Outcome of the Complaints Panel
The panel will provide a written outcome normally within 10 school days of the panel meeting.
The outcome will:

o confirm the panel's decision;

e provide reasons for the decision;

e identify any action to be taken, where appropriate; and

o explain the position regarding any further external complaint.
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The governing body will retain an appropriate record of the complaint and its outcome.

The decision of the Governing Body Complaints Panel represents the completion of Hudson Primary
School's internal complaints procedure.

13. Complaints to the Department for Education

Once the school's complaints procedure has been completed, a complainant may complain to the
Department for Education if they believe that the school has not followed its complaints procedure
correctly or has failed to comply with education legislation.

The Department for Education does not normally reinvestigate the substance of the original
complaint or substitute its own decision for that of the school. Its role is to consider whether the
school has followed the correct procedure and complied with relevant education law.

The Department for Education's current online service for complaints about schools is available
through GOV.UK.

Complain about a school to the Department for Education

The Department for Education may consider complaints before the school's procedure has been
completed in certain circumstances, including where a complainant is prevented from completing the
school's procedure or where there are concerns about safeguarding or a child not receiving an
education.

14. Complaints about SEND provision

Hudson Primary School is committed to working closely with parents and carers of children with
SEND.

Concerns about SEND provision should normally be raised initially with the child's class teacher
and/or SENDCO.

Where a concern cannot be resolved informally, it can be progressed through this complaints
procedure.

Where a matter relates to a statutory decision concerning an Education, Health and Care Plan or
another matter for which a specific statutory appeal, mediation or dispute-resolution route exists,
the school will explain the appropriate route.

Complaints about SEND provision are also addressed within the school's published SEND Information
Report, as required for mainstream schools.

15. Complaints about individual members of staff

Where a complaint relates to the conduct or actions of an individual member of staff, the school will
investigate the complaint appropriately.
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Where the complaint raises matters that may require action under an employment, disciplinary or
safeguarding procedure, those procedures will be followed separately.

The complainant will be informed of the outcome of their complaint where appropriate, but the school
will not disclose confidential employment or disciplinary information about a member of staff.

16. Complaints involving safeguarding

Where a complaint raises a safeguarding concern, the school will follow its Child Protection and
Safeguarding Policy.

Safeguarding concerns will take priority over the normal complaints procedure.

Where appropriate, the school may refer concerns to the relevant safeguarding agencies or other
external organisations.

The school will not delay safeguarding action while a complaint is being investigated.

17. Unreasonable or persistent complaints

Hudson Primary School is committed to listening o concerns and ensuring that complaints are
considered fairly.

However, there may be circumstances where a complaint becomes unreasonable or where repeated
correspondence, requests or contact prevents the school from dealing effectively with other
responsibilities.

Examples may include:

o repeated complaints about the same issue where the school's complaints procedure has been
completed;

o repeatedly providing information that has already been considered;

o refusing to accept the outcome of the complaints process;

» repeatedly changing the substance of the complaint;

o making excessive or disproportionate demands on staff time;

o refusing to engage with reasonable requests for information;

e making repeated contact about a matter without providing new information; or

» using threatening, abusive or discriminatory language or behaviour towards staff.

Where this occurs, the Headteacher or Chair of Governors may determine that a complaint or
communication should be managed under the school's arrangements for unreasonable or persistent
complaints.

This may include:

o limiting communication to a named member of staff;
e requiring communication to take place in writing;
e agreeing reasonable contact arrangements;
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o limiting the frequency of contact;
o declining to respond to correspondence that raises no new matters; or
o confirming that the school's complaints procedure has been exhausted.

Any such decision will be proportionate and will not prevent the school from considering genuinely new
information or safeguarding concerns.

18. Anonymous complaints
Anonymous complaints will be considered at the discretion of the Headteacher or Chair of Governors.

The school will consider whether there is sufficient information to investigate and whether the
complaint raises safeguarding, legal or other significant concerns.

Where the complainant's identity is unknown, it may not be possible to provide a response or
outcome.

19. Confidentiality and data protection

Complaints will be handled sensitively and information will only be shared with those who need it for
the purposes of investigating and responding to the complaint, subject to legal requirements.

Records relating to complaints will be retained securely in accordance with the school's data
protection and records management arrangements.

The school will comply with relevant data protection legislation when collecting, using and sharing
personal information.

20. Complaints involving more than one child or family

Where a complaint concerns several pupils or families, the school will consider each person's concerns
individually while also considering any wider pattern or issue.

Confidentiality means that the school may be unable to provide details about actions taken in relation
to another child or family.

Parents and carers should not approach or attempt to resolve concerns directly with another child or
family.

21. Complaints made on behalf of another person

Where a person wishes to make a complaint on behalf of another individual, the school may seek
confirmation that the individual concerned has given permission for information to be shared.

This is particularly important where the complaint involves personal or confidential information.
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Where the complaint concerns a child, the school will consider the child's best interests alongside
the complainant's concerns.

22. Record keeping and monitoring
The Headteacher will maintain a central record of formal complaints.
Records will include, where appropriate:

o the date the complaint was received;
o the nature of the complaint;

o the stage reached;

e action taken;

e correspondence;

e investigation records;

e meetings;

o the outcome;

e any recommendations or actions; and
e the date the complaint was closed.

Governors will receive appropriate information about complaints so that they can monitor the
effectiveness of the school's complaints procedure.

Confidential personal information will not be shared unnecessarily.

The governing body will review complaint trends and outcomes to identify whether changes to school
systems, policies or practice are required.

23. Complaints and school improvement
Hudson Primary School views complaints as an opportunity to listen, learn and improve.

Where a complaint identifies an issue with school systems or practice, the school will consider
whether changes are appropriate.

This may include:

e reviewing a policy;

o providing additional staff training;

e changing a procedure;

e improving communication;

e providing additional information to parents and carers; or
e monitoring an issue more closely.

Where a complaint is not upheld, this does not mean that the school will disregard the information
provided. Feedback may still inform future practice where appropriate.
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24. Monitoring and review of this policy
The Headteacher is responsible for the day-to-day implementation of this complaints procedure.

The governing body has overall responsibility for ensuring that the school has an appropriate
complaints procedure and that it is published and reviewed.

The policy will be reviewed at least annually and sooner where changes in legislation, statutory
guidance or school practice require this.

The review will consider:

o the number and nature of complaints;

e timescales;

e outcomes;

e recurring themes;

o feedback from complainants;

o feedback from staff and governors; and

e any changes to statutory guidance or relevant legislation.
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Annex A - Summary of the Complaints Process
Stage 1 - Informal concern

Who?
Normally the class teacher or relevant member of staff.

Aim:
Resolve the concern quickly and informally.

!

Stage 2 - Formal complaint

Who?
Headteacher.

How?
In writing.

Timescale:
Acknowledgement normally within 5 school days.
Written response normally within 10 school days.

l

Stage 3 - Governing Body Complaints Panel

Who?

Three governors who have had no prior involvement in the complaint.

How?

Written request for review within 10 school days of the Stage 2 response.

Outcome:

Written decision normally within 10 school days of the panel meeting.

!

After the school's procedure

A complainant may contact the Department for Education if they believe that the school has not
followed its complaints procedure correctly or has not complied with relevant education legislation.

The DfE does not normally reinvestigate the substance of the complaint.
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Annex B - Information for Parents and Carers

If you have a concern about your child's education, wellbeing or experience at Hudson, please contact
us.

We encourage parents and carers to raise concerns early so that we can try to resolve them
promptly.

Who should I speak to?

First:
Your child's class teacher or the relevant member of staff.

If the concern remains unresolved:
The matter can be raised with a member of the Senior Leadership Team or the Headteacher.

If you wish to make a formal complaint:
Please submit your complaint in writing to the Headteacher.

If the complaint concerns the Headteacher:
Write to the Chair of Governors via the Clerk to the Governing Body.

If you remain dissatisfied after the school's procedure:
You may contact the Department for Education.

Our commitment
We will:

o listen;

e treat your concerns seriously;

» investigate fairly;

e communicate clearly;

e maintain appropriate confidentiality;

o keep you informed about timescales; and

o use feedback to improve where appropriate.

We ask parents and carers to work with us respectfully and to allow staff the opportunity to
investigate concerns properly.

Our shared priority is always the safety, wellbeing and education of children.

Page 14 of 14



