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1. Policy statement
Swallow Grange aims to provide a safe, supportive and high-quality education for every pupil. We value positive relationships with parents and carers and welcome feedback about the school.
We recognise that concerns may arise and that parents and carers must be able to raise them without fear that their child will be treated unfairly or disadvantaged.
The school will:
· take concerns and complaints seriously;
· respond fairly, impartially and without unnecessary delay;
· seek to resolve concerns at the earliest appropriate stage;
· ensure that everyone involved is treated respectfully;
· make reasonable adjustments to enable parents and carers to access the procedure;
· keep appropriate written records;
· use complaints as an opportunity to review and improve practice; and
· protect the confidentiality of complaint records in accordance with statutory requirements.
No pupil will be penalised because a parent or carer has raised a concern or complaint in good faith.
2. Legal and regulatory framework
This procedure has been written with regard to:
· The Education (Independent School Standards) Regulations 2014, particularly paragraphs 32 and 33 of the Schedule;
· the Education and Skills Act 2008;
· the Equality Act 2010;
· the UK General Data Protection Regulation;
· the Data Protection Act 2018;
· current Department for Education guidance on the Independent School Standards; and
· relevant statutory safeguarding guidance.
The proprietor is responsible for ensuring that this written complaints procedure is implemented effectively and made available to parents of pupils and parents of prospective pupils.
3. Purpose of the procedure
The purpose of this procedure is to provide a clear process for managing complaints from parents and carers of pupils.
The procedure has three stages:
1. Stage 1 — informal concern or complaint;
2. Stage 2 — formal written complaint;
3. Stage 3 — Complaints Panel hearing.
A parent does not have to use the word “complaint” for the school to recognise that they are expressing dissatisfaction that may need to be addressed under this procedure.
The school will normally seek to resolve a matter at Stage 1. However, a serious matter may be considered formally from the outset where this is appropriate.

4. Who may use this procedure?
This procedure applies to complaints made by:
· a parent of a current registered pupil;
· a person who has parental responsibility for a current registered pupil; or
· a person who has care of a current registered pupil.
The school may use the procedure, or an appropriately adapted version of it, to consider complaints from:
· parents of prospective pupils;
· parents of former pupils, where the complaint concerns events that occurred while the pupil was registered at the school;
· local authorities;
· members of the public; or
· other interested parties.
The statutory panel requirements in paragraph 33 of the Independent School Standards apply specifically to complaints from parents of current pupils.
Where a pupil wishes to raise a concern, the school will help them to do so through an appropriate member of staff, the pupil voice process or the school’s safeguarding arrangements.
5. Definitions
For the purposes of this policy:
Concern
A concern is an expression of worry, unease or dissatisfaction where reassurance, clarification or an agreed action may resolve the matter.
Complaint
A complaint is an expression of dissatisfaction about an action taken, a failure to act, or an aspect of the school’s provision where the complainant wishes the school to respond.
Complainant
The complainant is the person who has made the complaint.
Working day
A working day is a weekday during the school’s published term dates when the school is open to pupils. It excludes:
· weekends;
· bank holidays;
· school holidays; and
· days when the school is closed to pupils.
Where a complaint is received during a school holiday, it will be treated as having been received on the first working day of the following school term.
The school may continue to investigate a complaint during a holiday where this is practicable, but it is not required to do so.
Proprietor
The proprietor is the person or body legally responsible for the independent school and named as proprietor in the school’s registration documentation.
6. Principles applying at every stage
The school will seek to ensure that:
· the process is accessible and understood;
· the complainant knows who is managing the complaint;
· the complaint is considered by someone who is sufficiently impartial;
· anyone directly involved in the matters complained about does not determine the complaint;
· the complainant has a fair opportunity to explain their concerns;
· relevant staff have a fair opportunity to respond;
· decisions are based on the available evidence;
· conclusions and actions are explained clearly;
· appropriate records are retained securely;
· safeguarding concerns are referred through safeguarding procedures without delay;
· reasonable adjustments are made for disabled complainants; and
· communication needs, including literacy, language and communication needs, are considered.
The school will not normally investigate anonymous complaints under this procedure. However, the Headteacher, proprietor or Designated Safeguarding Lead may consider whether an anonymous complaint raises an issue requiring investigation or action.
7. How to raise a concern or complaint
A concern may initially be raised:
· in person;
· by telephone;
· by email; or
· in writing.
A formal Stage 2 complaint must normally be made in writing.
Where a parent or carer has difficulty making a written complaint because of a disability, literacy need, language need or communication difficulty, the school will make reasonable arrangements to assist them. This may include:
· accepting the complaint orally and making a written record;
· helping the complainant to put the complaint in writing;
· providing information in an alternative format;
· arranging interpretation or communication support; or
· agreeing an alternative method of communication.
Where the school makes a written record of an oral complaint, the complainant will be asked to confirm that the record accurately reflects their complaint.
8. Matters outside this procedure
Some concerns are subject to separate statutory or specialist procedures.
These may include:
· child protection or safeguarding concerns;
· allegations against members of staff;
· whistleblowing disclosures made by employees or workers;
· employee grievances or disciplinary matters;
· requests for information under data-protection legislation;
· appeals relating to an Education, Health and Care Plan;
· decisions made by a local authority;
· complaints about services supplied directly by an external organisation;
· admissions decisions that are the responsibility of another body; and
· matters that are, or are likely to become, the subject of court, tribunal, police or regulatory proceedings.
Where another procedure applies, the school will explain this to the complainant and, where possible, identify the appropriate route.
The existence of another investigation will not automatically prevent the school from considering aspects of a complaint. However, the school may pause its investigation where continuing could prejudice:
· a police investigation;
· a safeguarding investigation;
· legal proceedings;
· a disciplinary process; or
· another formal statutory process.
The complainant will be informed where a complaint is paused and, where possible, when the school expects to resume consideration.
Stage 1 — Informal concern or complaint
9. Raising a Stage 1 concern
Parents and carers should normally raise a concern with the member of staff most closely connected to the matter.
Depending on the subject, this may be:
· the pupil’s class teacher;
· the pupil’s key adult;
· the SENDCo;
· the Designated Safeguarding Lead;
· a member of the senior leadership team; or
· the Headteacher.
A concern about the Head of School should be raised with the Chair of Governors or directly with the proprietor.
A concern about the Chair of Governors should be raised with the proprietor.
A concern about the proprietor should be sent to the person or body identified in section 21 of this procedure.
The school encourages parents and carers to raise concerns promptly so that matters can be addressed while events are recent and evidence is readily available.
10. Stage 1 process and timescale
The school will normally:
1. acknowledge the concern within two working days;
2. identify the person who will respond;
3. speak with the complainant and relevant staff as appropriate;
4. seek clarification, an explanation or an agreed resolution; and
5. provide a response within 10 working days of receiving the concern.
The response may be given verbally or in writing, depending on the nature of the matter. The school may confirm a verbal resolution in writing where this would be helpful.
Possible informal resolutions may include:
· an explanation;
· clarification of what happened;
· an apology where something went wrong;
· corrective action;
· a review of arrangements;
· a meeting;
· additional communication;
· staff guidance or training; or
· another proportionate action.
Where the school cannot provide a response within 10 working days, it will explain the reason and give a revised response date.
If the complainant remains dissatisfied, they may proceed to Stage 2.
Stage 2 — Formal written complaint
11. Making a Stage 2 complaint
A formal complaint should be made in writing to the Headteacher.
It should include, where possible:
· the complainant’s name and contact details;
· the pupil’s name;
· the nature of the complaint;
· relevant dates and events;
· steps already taken to resolve the matter;
· why the complainant remains dissatisfied;
· any relevant documents; and
· the outcome sought.
A complainant is not required to complete a particular form for the complaint to be considered.
A Stage 2 complaint should normally be submitted within 10 working days of the Stage 1 response.
The school may accept a later complaint where there is a reasonable explanation for the delay or where it remains practicable and fair to investigate it.
12. Acknowledgement and investigation
The school will acknowledge a Stage 2 complaint in writing within three working days.
The acknowledgement will normally:
· confirm the issues understood to form the complaint;
· identify the person responsible for investigating;
· explain the process;
· state the expected response date; and
· invite the complainant to clarify any point that has been misunderstood.
The investigator may:
· meet or speak with the complainant;
· meet or speak with staff;
· speak with witnesses;
· review records, correspondence and policies;
· consider relevant pupil records;
· seek professional or legal advice;
· visit the area of the school concerned; and
· take any other reasonable and proportionate step.
Interviews will be conducted fairly. A written note will normally be made of any formal interview conducted as part of the investigation.
Pupils will only be involved where this is necessary and appropriate. Their age, understanding, communication needs and emotional wellbeing will be considered. Parental consent will be sought where appropriate, unless doing so would conflict with safeguarding duties.
13. Stage 2 written response
The Headteacher will normally provide a written response within 15 working days of receiving the formal complaint.
The response will normally include:
· a summary of the complaint;
· the steps taken to investigate it;
· the relevant evidence considered;
· a conclusion on each principal element of the complaint;
· whether each element is upheld, partly upheld or not upheld;
· any action taken or proposed;
· any learning or improvements identified, where appropriate; and
· information about how to request a Stage 3 panel hearing.
The school will not disclose confidential information about another pupil, parent or member of staff where it would be unlawful or inappropriate to do so.
Where the investigation cannot reasonably be completed within 15 working days, the complainant will be informed of:
· the reason for the delay;
· the work remaining; and
· the revised response date.
14. Complaints concerning the Head of School
Where the complaint concerns the Headteacher, the Stage 2 complaint should be submitted to the Chair of Governors.
The Chair of Governors, or another suitable person appointed by or on behalf of the proprietor, will arrange for the complaint to be investigated.
The investigator must not have been directly involved in the matters complained about.
The written Stage 2 response will be issued by the Chair of Governors or another person authorised by the proprietor.
A complaint about the Head of School must not bypass Stage 2 solely because the Headteacher is the subject of the complaint.
15. Complaints concerning the Chair of Governors
Where a complaint concerns the Chair of Governors, it should be submitted directly to the proprietor.
The proprietor will appoint an appropriate person who has not been directly involved in the matter to investigate and determine the Stage 2 complaint.
Stage 3 — Complaints Panel hearing
16. Requesting a panel hearing
Where the complainant remains dissatisfied with the Stage 2 response, they may request a Complaints Panel hearing.
The request must be made in writing within 10 working days of the date of the Stage 2 response.
The request should explain:
· why the complainant remains dissatisfied;
· which aspects of the Stage 2 response they dispute;
· any relevant evidence they wish the panel to consider; and
· the outcome they are seeking.
The request should be sent to:
Chair of Governors: Sarah Henry
Correspondence address: c/o Swallow Grange, Caistor Road, Swallow, Market Rasen, Lincolnshire, LN7 6DL
Email: sarah.henry@footstepstofutures.co.uk
Where the Chair has previously been involved, is the subject of the complaint or has a conflict of interest, the request should be sent to:
Proprietor or nominated representative: Jayne Chudley Managing Director
Email: jayne.chudley@footstepstofutures.co.uk
The school will acknowledge the request within three working days.
17. Purpose and scope of the panel
The panel hearing is a review of the complaint, the investigation and the decision reached at Stage 2.
The panel may consider:
· whether the complaint was investigated fairly and adequately;
· whether the conclusions were reasonable in light of the evidence;
· whether the school followed its policies and procedures;
· whether relevant duties and standards were considered;
· whether further findings should be made;
· whether any action or recommendation is appropriate; and
· whether the complaint should be upheld, partly upheld or not upheld.
The panel is not required to conduct the entire investigation again. However, it may seek additional information where necessary to reach fair findings.
18. Composition of the panel
The Complaints Panel will be appointed by or on behalf of the proprietor.
The panel will consist of at least three people who were not directly involved in the matters detailed in the complaint.
At least one panel member will be independent of the management and running of the school.
An independent panel member will not normally be:
· an employee of the school;
· an employee of the proprietor;
· a governor of the school;
· a director, trustee or member of the proprietorial body;
· someone involved in the management or running of the school;
· a person who has previously advised on or investigated the complaint; or
· someone whose connection with the school or parties could reasonably call their independence into question.
The proprietor will consider the proposed panel members’ independence and any actual or potential conflict of interest before confirming the panel.
The panel will appoint a chair.
An independent clerk may be appointed to:
· arrange the hearing;
· correspond with the parties;
· circulate documents;
· advise on the published procedure;
· take a record of the hearing; and
· support the panel in preparing its written outcome.
The clerk is not a substitute for the independent panel member and will not count as one of the minimum three panel members unless the clerk has also been formally appointed as a panel member and satisfies all requirements for panel membership.
19. Arranging the hearing
The panel hearing will normally take place within 20 working days of the school acknowledging the Stage 3 request.
The complainant will receive reasonable written notice of:
· the date;
· the time;
· the location or remote-access arrangements;
· the names and roles of panel members;
· the name of the clerk;
· the procedure to be followed;
· the deadline for submitting documents; and
· their right to attend and be accompanied.
Where the stated timescale cannot be met, the school will explain the reason and propose the earliest reasonable alternative date.
The hearing will be arranged at a time and in a form that reasonably facilitates parental attendance.
A hearing may take place remotely where the complainant agrees or where this is necessary as a reasonable adjustment.


20. Right to attend and be accompanied
The complainant may attend the panel hearing and may be accompanied if they wish.
The accompanying person may be:
· a relative;
· a friend;
· an advocate;
· an interpreter;
· a communication supporter; or
· another appropriate person.
Legal representation is not normally necessary because the panel hearing is not a court or tribunal. A party wishing to be legally represented should notify the clerk in advance. The panel chair will determine how the hearing will be managed fairly.
The school will make reasonable adjustments for disability and communication needs.
Where a complainant decides not to attend, the panel hearing may still proceed and the panel will consider the written evidence available.
A complainant’s non-attendance will not, by itself, result in the complaint being rejected.
21. Complaints concerning the proprietor
Where the complaint concerns an individual proprietor, the school will ensure that the complaint is considered as independently as the legal structure permits.
The Stage 2 complaint will be considered by a suitable person who:
· was not directly involved in the matters complained about;
· has no material conflict of interest; and
· has been authorised to investigate and respond.
If the complainant remains dissatisfied, the Stage 3 panel will consist of at least three people who were not directly involved in the matters complained about, including at least one person independent of the management and running of the school.
Where the proprietor is an organisation or company, a complaint about an individual director, officer or proprietor representative should be sent to:
Sarah Henry – Chair of Governors – sarah.henry@footstepstofutures.co.uk
Where the complaint concerns the entire proprietorial body and no internal recipient could act impartially, the proprietor will appoint a suitably independent person to coordinate the process.
Nothing in this section prevents a complainant from contacting the Department for Education where they believe the Independent School Standards have not been met.
22. Evidence for the panel
The complainant and the school should submit any documents they wish the panel to consider by the deadline given by the clerk.
The clerk will normally circulate the hearing bundle to:
· the complainant;
· the school representative;
· the panel members; and
· any relevant person complained about,
at least five working days before the hearing.
Documents submitted after the deadline will only be accepted at the panel chair’s discretion. The chair will consider:
· why the material was submitted late;
· its relevance;
· whether the other parties have had a fair opportunity to consider it; and
· whether accepting it would require an adjournment.
Information about pupils, parents or staff that is not relevant to the complaint may be redacted.
The parties must keep documents supplied for the hearing confidential and use them only for the purpose of the complaint.

23. Conduct of the hearing
The panel hearing will be conducted in a fair, respectful and non-adversarial manner.
The panel chair will normally:
1. introduce everyone present;
2. explain the purpose and procedure;
3. confirm the complaint being considered;
4. explain any confidentiality requirements;
5. invite the complainant to explain the complaint;
6. allow panel members to ask questions;
7. invite the school to explain its response;
8. allow panel members to ask questions;
9. permit each party to respond to relevant points;
10. consider any witnesses or specialist information;
11. invite the complainant and school to summarise their positions; and
12. explain when the written outcome will be issued.
The chair may:
· set reasonable time limits;
· require respectful communication;
· prevent repetitive or irrelevant questioning;
· adjourn the hearing;
· request further information; or
· remove a person whose conduct makes a fair hearing impossible.
The panel will ensure that the substance of the complaint is considered even where the complainant finds formal meetings difficult.
The hearing will not normally be audio- or video-recorded. Any request to record the hearing must be made in advance and will be considered in light of:
· disability or communication needs;
· data-protection requirements;
· confidentiality;
· the views of those present; and
· fairness.
A written note of the hearing will be prepared.
24. Panel findings and recommendations
The panel may:
· uphold the complaint;
· uphold the complaint in part;
· not uphold the complaint;
· make findings of fact;
· make recommendations; and
· recommend changes to policies, systems, practice, training or oversight.
The panel’s written findings and recommendations will normally be issued within five working days of the hearing.
Where additional time is required, the clerk will explain the reason and give a revised date.
The written outcome will normally include:
· the issues considered;
· a summary of the process followed;
· the panel’s findings;
· whether the complaint is upheld, partly upheld or not upheld;
· the reasons for the decision;
· any recommendations;
· any action proposed by the school or proprietor; and
· confirmation that the panel represents the final stage of the school’s internal complaints procedure.
A copy of the panel’s findings and recommendations will be:
· provided to the complainant;
· provided, where relevant, to the person complained about; and
· made available for inspection on the school premises by the proprietor and the Headteacher.
Where the Head of School  is the person complained about, the findings and recommendations will still be available to the Headteacher in their capacity as Headteacher unless doing so would create an identified legal, safeguarding or confidentiality issue. Appropriate advice will be obtained where necessary.

25. Implementing panel recommendations
The proprietor will consider the panel’s findings and recommendations and determine any actions required.
Actions will be:
· assigned to a named person;
· given a completion date;
· monitored through the school’s action-tracking or governance arrangements; and
· closed only when suitable evidence of completion has been reviewed.
The proprietor is not required to accept every recommendation without consideration, but any decision not to implement a recommendation will be recorded with reasons.
The outcome sent to the complainant will explain any action that can appropriately be disclosed.
26. Finality of the school procedure
The Stage 3 panel hearing is the final stage of the school’s internal complaints procedure.
The panel’s findings are final within the school’s procedure.
A complainant who remains dissatisfied may contact the Department for Education where they believe that:
· the school has not followed its published complaints procedure;
· the school has failed to meet the Independent School Standards; or
· the proprietor has acted unreasonably in relation to its regulatory duties.
The Department for Education does not normally reinvestigate the substance of an individual complaint or overturn a school panel’s decision. It may consider whether the school has complied with the applicable standards.
Ofsted does not normally resolve individual disputes between parents and schools. Information received by Ofsted may, where relevant, inform its regulatory and inspection work.

Record keeping and confidentiality
27. Formal complaints record
The school will keep a written record of every complaint made under:
· the Stage 2 formal written procedure; and
· the Stage 3 Complaints Panel procedure.
The formal complaints record will include:
· the complainant’s name;
· the pupil’s name, where relevant;
· the date the complaint was received;
· the nature of the complaint;
· the person appointed to investigate;
· the stage at which the complaint was resolved;
· whether it was resolved following the Stage 2 formal procedure or proceeded to a Stage 3 panel hearing;
· the outcome;
· action taken by the school as a result of the complaint, regardless of whether the complaint was upheld;
· recommendations made;
· the date the complaint was concluded; and
· evidence that any required actions were completed.
The record will distinguish between:
· concerns resolved informally;
· formal Stage 2 complaints; and
· complaints proceeding to Stage 3.
28. Confidentiality
Correspondence, statements and records relating to individual complaints will be kept confidential except where access is requested by:
· the Secretary of State for Education; or
· a body conducting an inspection under section 109 of the Education and Skills Act 2008.
Information may also be disclosed where:
· disclosure is required by law;
· there is a safeguarding duty;
· a court or competent authority requires disclosure; or
· disclosure is otherwise lawful and necessary.
Complaint information will only be shared internally with people who need it to:
· investigate;
· determine the complaint;
· provide advice;
· safeguard a pupil;
· implement actions; or
· provide governance or proprietorial oversight.
The school will protect confidential information concerning pupils, parents and staff. The complainant will receive sufficient information to understand the findings and outcome, but this does not create an entitlement to confidential employment information, personal data about another person or information that the school is legally prevented from disclosing.
29. Retention of records
Complaint records will be stored securely and retained in accordance with:
· data-protection legislation;
· the school’s records-retention schedule;
· safeguarding requirements; and
· any legal or regulatory advice.
The complaint record will normally be retained separately from the pupil’s educational record.
Where a complaint is directly relevant to the pupil’s education, safety or welfare, an appropriate factual note may also be placed on the pupil’s record.
Records will not include unnecessary, excessive or irrelevant personal information.





30. Published complaints information
The school will make this Complaints Policy and Procedure available to:
· parents of current pupils;
· parents of prospective pupils; and
· other interested parties where appropriate.
It will be available:
· on the school’s website;
· for inspection on the school premises during the school day; and
· as a paper or electronic copy free of charge on request.
The school will take reasonable steps to ensure that parents and prospective parents know:
· that the procedure is available;
· where it can be accessed; and
· how a free copy can be requested.
The school will make available the number of complaints registered under the formal procedure during the preceding school year.
Before the proposed school has completed a preceding school year, the published statement will make this clear.
Suggested pre-registration wording:
Formal complaints registered during the preceding school year: not applicable. Swallow Grange has not yet operated for a preceding school year as a registered independent school.
Once the school has been operating, this will be replaced annually with the accurate number.






Safeguarding and related concerns
31. Safeguarding matters raised through a complaint
Where a complaint raises a possible safeguarding concern, the person receiving it must inform the Designated Safeguarding Lead immediately.
Safeguarding action will not be delayed while the complaint procedure is followed.
The Designated Safeguarding Lead will decide, in accordance with statutory guidance and local safeguarding arrangements, whether the matter should be referred to:
· children’s social care;
· the local authority designated officer;
· the police;
· the Disclosure and Barring Service;
· the Teaching Regulation Agency;
· the pupil’s placing authority; or
· another relevant body.
The complaints procedure may continue, be adapted or be paused depending on the safeguarding circumstances.
Parents will be informed of referrals unless doing so would:
· place a child at increased risk;
· prejudice an investigation;
· conflict with advice from a statutory agency; or
· otherwise be inappropriate.
32. Allegations against staff
An allegation that a member of staff, volunteer, contractor or proprietor has:
· harmed a child;
· possibly committed an offence against or related to a child;
· behaved towards a child in a way indicating they may pose a risk of harm; or
· behaved in a way that may indicate they are unsuitable to work with children,
will be managed under the school’s safeguarding and allegations procedures.
The school will not investigate such an allegation through the ordinary complaints process where doing so could compromise the statutory safeguarding process.
The complainant will be told which procedure is being followed, subject to confidentiality and safeguarding restrictions.
Accessibility, fairness and conduct
33. Reasonable adjustments
The school will make reasonable adjustments to this procedure for disabled complainants.
Adjustments may include:
· accepting a complaint in an alternative format;
· assistance with writing;
· accessible documents;
· additional explanation;
· an interpreter or communication supporter;
· a remote meeting;
· additional breaks;
· an accessible venue;
· extended time where reasonably required; or
· allowing an advocate to communicate on the complainant’s behalf.
A request for an adjustment should be made as early as possible, although the school will consider requests made at any stage.
34. Equality and non-discrimination
Complaints will be managed without unlawful discrimination, harassment or victimisation.
The school will not treat a complainant unfavourably because they have:
· raised a complaint;
· supported another person’s complaint;
· provided information;
· alleged discrimination; or
· exercised a legal right.
The school may record and monitor equality-related complaints to identify patterns and improve practice.
35. Unreasonable, persistent or abusive behaviour
The school distinguishes between:
· a persistent complainant; and
· unreasonable or abusive behaviour.
A person may pursue a complaint persistently because they genuinely believe it has not been resolved. Persistence alone will not result in the complaint being dismissed.
Behaviour may be considered unreasonable where it:
· is abusive, threatening, intimidating or discriminatory;
· places unacceptable demands on staff;
· involves excessive repetition after the procedure has concluded;
· refuses to identify the substance of the complaint;
· continually changes the basis of the complaint without good reason;
· makes allegations known to be false;
· seeks outcomes outside the school’s lawful powers;
· involves covert recording or misuse of confidential information;
· targets individual staff through repeated personal contact;
· refuses to use the published procedure; or
· significantly interferes with the school’s ability to provide education or safeguard pupils.
Before restricting contact, the school will normally:
1. explain which behaviour is causing concern;
2. ask the person to change that behaviour;
3. explain the possible consequences;
4. consider reasonable adjustments;
5. ensure that any live complaint has been or continues to be considered fairly; and
6. issue a written communication plan where restrictions are necessary.
Restrictions may include:
· communication through one named contact;
· communication in writing only;
· scheduled contact;
· limits on the frequency of communication;
· requiring meetings to be arranged in advance;
· requiring another person to be present; or
· declining to respond to communications that raise no new issue after the procedure has concluded.
Restrictions will be:
· proportionate;
· time limited or regularly reviewed;
· confirmed in writing; and
· applied without preventing access to safeguarding or emergency reporting routes.
The school may take appropriate action where communication contains threats, harassment or potentially criminal conduct.
36. Duplicate or substantially repeated complaints
Where the school has completed all stages of this procedure and receives the same complaint again without significant new evidence, it may:
· acknowledge the communication;
· explain that the procedure has concluded;
· refer to the final outcome; and
· decline to reopen the complaint.
Where genuinely new and material evidence is provided, the Headteacher or proprietor will decide whether:
· the matter should be reopened;
· the new information should be considered separately; or
· another procedure applies.
37. Complaints made collectively
Where several parents make substantially the same complaint, the school may:
· ask the group to nominate a representative;
· communicate through that representative;
· consider the complaints together; or
· respond to each complainant using a common investigation and outcome.
Each parent retains the right to use the procedure in relation to their own complaint.
The school will take care not to disclose one complainant’s confidential information to another without a lawful basis.
38. Withdrawal of a complaint
A complainant may withdraw their complaint at any time.
The school will ask for confirmation in writing where possible.
The school may continue to consider the underlying issues where:
· safeguarding concerns remain;
· serious misconduct is alleged;
· regulatory compliance may be affected;
· other pupils may be at risk; or
· wider improvements may be required.
The formal complaints record will state that the complaint was withdrawn and whether any school action continued.
Monitoring and review
39. Proprietor oversight
The proprietor retains overall responsibility for ensuring that:
· this procedure complies with the Independent School Standards;
· the procedure is implemented effectively;
· people responsible for complaints understand their roles;
· complaints are handled within the published timescales;
· panel members are suitably appointed;
· at least one panel member is independent of the management and running of the school;
· formal complaint records are complete;
· recommendations and actions are followed through;
· trends and recurring issues are considered; and
· the number of formal complaints is made available as required.
The proprietor will receive suitable anonymised complaints information for oversight purposes.
40. Governing-body monitoring
Subject to the school’s governance structure and scheme of delegation, the governing body may monitor:
· the number and type of complaints;
· whether published timescales were met;
· whether complaints proceeded to panel;
· themes or recurring concerns;
· equality-related issues;
· safeguarding links;
· recommendations;
· action completion; and
· learning for policies, training and school improvement.
Governors must not participate in monitoring in a way that compromises their ability to serve impartially on a future complaints panel.
Information supplied for governance monitoring will be anonymised where appropriate.
41. Review of the policy
This policy will be reviewed:
· at least annually;
· before publication for the proposed independent school;
· following any relevant change in legislation or guidance;
· following a complaint that identifies a weakness in the procedure;
· where an inspection or audit identifies an issue; or
· following a significant change to the school’s governance arrangements.
The proprietor will approve the policy and any substantive amendments.
Appendix 1 — Complaints contact details
Stage 1 or Stage 2 complaints
Head of School – Aimee Steedman
Address: Swallow Grange, Caistor Road, Swallow, Market Rasen, Lincolnshire, LN7 6DL
Email: aimee.steedman@footstepstofutures.co.uk
Telephone: 01472 514651
Complaints about the Head of School
Chair of Governors: Sarah Henry
Correspondence address: c/o Swallow Grange, Caistor Road, Swallow, Market Rasen, Lincolnshire, LN7 6DL
Email: sarah.henry@footstepstofutures.co.uk
Complaints about the Chair or requests for proprietor involvement
Proprietor: Footsteps to Futures Education Limited
Proprietor representative: Jayne Chudley Managing Director
Address: Swallow Grange, The Grange, Caistor Road, Market Rasen, Lincolnshire LN7 6DL
Email: jayne.chudley@footstepstofutures.co.uk
Telephone: 01472 514651
Department for Education
Parents may contact the Department for Education where they believe that an independent school has not complied with the Independent School Standards or has failed to follow its published complaints procedure.
Current contact details should be obtained from the GOV.UK website.
Appendix 2 — Formal complaint form
Parent or carer details
Name:
Address:
Telephone:
Email:
Preferred method of contact:
Pupil details
Pupil’s name:
Date of birth:
Class or teaching group:
Relationship to pupil:
Complaint
Please describe:
1. what happened;
2. when and where it happened;
3. who was involved;
4. what steps you have already taken;
5. why you remain dissatisfied;
6. any evidence you would like the school to consider; and
7. what outcome you are seeking.
Details of complaint:
Documents attached: Yes / No
If yes, please list them:
Any communication, accessibility or reasonable-adjustment needs:
Signature:
Date:

Appendix 3 — Formal complaints record
The school’s formal complaints log should include:
	Information
	Record

	Complaint reference
	

	Date received
	

	Complainant
	

	Pupil
	

	Principal issues
	

	Stage 1 completed
	

	Stage 2 investigator
	

	Stage 2 response date
	

	Stage 2 outcome
	

	Resolved at Stage 2
	Yes/No

	Proceeded to Stage 3
	Yes/No

	Panel date
	

	Panel members
	

	Independent panel member
	

	Panel outcome
	

	Recommendations
	

	Action taken regardless of outcome
	

	Action owner
	

	Completion deadline
	

	Evidence checked
	

	Date concluded
	

	Record-retention date
	


Appendix 4 — Stage 3 panel independence declaration
Each proposed panel member should confirm:
1. I have not been directly involved in the matters detailed in the complaint.
2. I have not investigated or determined an earlier stage of this complaint.
3. I have disclosed any personal, professional, financial or organisational connection with:
· the complainant;
· the pupil;
· the person complained about;
· the school;
· the proprietor; and
· any material witness.
4. I can consider the complaint fairly and impartially.
5. I will maintain confidentiality.
6. I understand that at least one panel member must be independent of the management and running of the school.
Panel member:
Role:
Signature:
Date:
Does this person serve as the independent panel member? Yes / No
Basis on which independence has been confirmed:
Approved by or on behalf of the proprietor: 
Date:
Appendix 5 — Stage 3 hearing checklist
Before the hearing, confirm that:
· the request was acknowledged;
· the panel has at least three members;
· none was directly involved in the complaint;
· at least one member is independent of the management and running of the school;
· conflicts of interest have been checked;
· the complainant has been informed of the right to attend;
· the complainant has been informed of the right to be accompanied;
· reasonable adjustments have been considered;
· the hearing date and arrangements have been confirmed;
· the parties have received the relevant documents;
· confidential information has been redacted where appropriate;
· a clerk has been appointed;
· the hearing procedure has been circulated; and
· arrangements exist for findings and recommendations to be issued and retained.
After the hearing, confirm that:
· the panel made findings and recommendations;
· the written outcome was issued within the stated timescale;
· the complainant received the findings and recommendations;
· the person complained about received them where relevant;
· a copy is available on the school premises for inspection by the proprietor and Headteacher;
· the formal complaints record has been updated;
· action taken has been recorded regardless of whether the complaint was upheld;
· recommendations have been assigned and tracked; and
· correspondence, statements and records have been stored confidentially.
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