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1.0 OUR AIMS

Ellenborough & Ewanrigg aims to establish and promote a close relationship with all parents, in the
interests of their children. We recognise that children will feel more secure when they receive
consistent messages from both home/school. Parents’ views about our school are welcomed, including
the expression of any serious concerns. At the same time we undertake to inform parents as soon as
possible about any issues of concern to the school so that we can work together to resolve them.

2.0 WHAT WE DO TO AVOID CONCERNS ARISING

At Ellenborough & Ewanrigg we work closely with parents in order to keep them informed of all
aspects of school life. We have:

=

the home school agreement

parents’ evenings held every term

a written report for parents about their child once a year
the monthly newsletter

Reward Stickers

The school website

Individual home/school books in special circumstances
Parent notice boards
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Invitation to regular school events

In addition, we have a section in the school’s prospectus explaining how parents can raise concerns.
We recognise that parents may not keep the prospectus throughout the time their child is with us
and so the same guidance is on permanent display in the school’s reception area. Further, we ensure
that any member of staff joining the school, both teaching and support staff, is aware of our policy
and of the procedure for parents to follow.

3.0 HOW WE RESPOND TO ANY CONCERNS RAISED BY A PARENT

At Ellenborough & Ewanrigg we are committed to responding to a parental concern as quickly and
as sensitively as possible in order to resolve the issue promptly. Most concerns are resolved by the
child’s class teacher. Parents who wish to discuss a concern with the Headteacher are encouraged to
do, and if desired are encouraged to make an appointment to ensure the matter is fully resolved.

We will normally respond to letters of concern within 2 days and keep parents informed at all stages
if the matter cannot be resolved immediately.

4.0 HOW WE PLAN TO IMPROVE OUR PRACTICE

We keep a record of all complaints so that we are informed about:
The nature of complaints

1 the time taken to resolve each complaint



1 the measures adopted to resolve each complaint.

The Headteacher and senior staff will review this record on a regular basis, to enable consideration

to be given to any underlying issues which need to be addressed by the school and the governing
body.

Any formal complaint made to a complaints panel of the governing body will be reported, in outline
only, and anonymously, to the next meeting of the full governing body.



PROCEDURE
RESPONDING TO PARENTS’ CONCERNS
INFORMAL STAGES OF THE COMPLAINTS PROCEDURE

The following is adapted from Surrey County Guidelines and has been adopted by the Ellenborough
& Ewanrigg Governing Body.

1.0 THE INITIAL RESPONSE

1.1 The school has a duty to ensure that the confidentiality of all complaints is respected at all times
by any member of staff and of the governing body involved in the case.

1.2 The vast majority of concerns expressed by parents are dealt with effectively by the child’s
teacher, without the need to take these concerns further. If parents contact the LEA or the County’s
Contact Centre first they are advised to talk directly to the school. For Nursery Ofsted respond to
concerns see address at the foot of the policy.

1.3 The member of staff should reassure the parent that the matter will be investigated and may be
able to explain how the situation arose. If the Headteacher has not been involved, the member of
staff must inform the Headteacher of the parent’s approach, according to school policy.

1.4 A clear note of the date, name, contact address or telephone number should be taken, with brief
details of the concern.

1.5 The staff member dealing with the concern should make sure that the parent is clear what action
(if any) or monitoring of the situation has been agreed, putting this in writing to the parent only if
this seems the best way of making things clear. However, a record should always be kept for internal
purposes. Any action taken to address a staff disciplinary/capability matter should not be disclosed
to the parent other than to say that appropriate action has been taken.

1.6 The Local Education Officers and Assistant Local Education Officers are available to assist the
school in dealing with parental complaints, but are not permitted to take sides. Their role is to ensure
that the integrity of the procedures is maintained by all those involved.

2.0 REFERRAL TO THE HEADTEACHER FOR INVESTIGATION

2.1 Parents should have an opportunity to discuss more serious concerns with the Headteacher, who
should clarify with the parent the nature of the concern and identify the outcome the parent is
seeking.

2.2 The Headteacher should make arrangements to ensure that their involvement will not dominate
every stage of the investigation of a particular complaint unless the issue is one which could later
become a disciplinary/capability matter.

2.3 The complaint should be acknowledged either orally or in writing within three working days,
stating briefly the steps to be taken and the time that the investigation is likely to take (normally up
to 10 working days). This is especially important in the days leading up to a school holiday when it
may not be possible to respond in detail until later. See Appendix C, (Pages 20 to 25) re standard
letters.



2.4 The complainant should be invited to a meeting as necessary to supplement any information
provided and to talk the matter over. Previous experience demonstrates that face to face discussion
at this stage is the most effective means of resolving a concern.

2.5 If necessary, the Headteacher or another senior member of staff should interview witnesses and
take statements from those involved. If the complaint is pupil-focused, the pupil(s) should also be
interviewed and a statement recorded.

2.6 The Headteacher should keep written records of meetings, telephone conversations, and other
documentation.

2.7 Once all the relevant facts have been established, the Headteacher should produce a written
response to the complainant, which includes a full explanation of the decision reached and the
reasons for it. Where appropriate this should include what action the school will take to resolve the
complaint but must not disclose confidential details of any disciplinary/capability action taken. The
Headteacher will have to tell the complainant that appropriate action is being taken but details
cannot be disclosed.

3.0 REFERRAL TO THE GOVERNING BODY

3.1 If a complaint is against the action of the Headteacher, or if the Headteacher has been unable to
resolve the issues to the satisfaction of the complainant, the complainant is advised in the leaflet for
parents to write to the Chair of Governors requesting him/her to investigate the case as part of the
informal procedure.

3.2 The Chair of Governors may choose to refer the complaint to a nominated governor who has
responsibility for investigating parental concerns. This is to enable the Chair of Governors to remain
impartial in case he/she is needed as part of a formal Complaints Panel (see paragraph 4.5). The
nominated governor may decide, as a first action, to meet the parent informally. The governor may
call upon advice from the Local Education Officer at any stage of the investigation.

3.3 If, after this informal investigation, the complainant still remains dissatisfied, he or she should be
advised to make the complaint formal by notifying the Chair of Governors in writing within five
weeks of receiving the outcome letter following the informal investigation.

FORMAL STAGES OF THE COMPLAINTS PROCEDURE

4.0 REVIEW BY THE GOVERNING BODY

(see detailed advice given in Appendix E for governors, Appendix F for the clerk and Appendix G for

parents)

4.1 Complaints rarely reach this formal level, but it is important that governing bodies are prepared
to deal with them when necessary. If a formal complaint is received, governing bodies should seek
advice from any relevant authority, e.g., LEA.

4.2 It is important that this review is not only independent and impartial but that it is seen as such.
Therefore, individual complaints should not be considered by the full governing body as serious
conflicts of interest can arise; for example, in exceptional circumstances a complaint may result in
disciplinary action against a member of staff, and governors might be required to give an
unprejudiced hearing to an appeal by the member of staff concerned. Similarly some governors might



have previous knowledge or experience of the problem which led to the complaint and would be
unable to give fair, unbiased consideration to the issue.

4.3 If the complaint relates to a staff disciplinary/capability matter and the Headteacher has already
taken action that he/she considers appropriate, any further progression of a formal complaint must
from then on focus on how the original complaint was managed. The parent may find such a
distinction difficult to accept but there needs to be a clear shift of focus to the headteacher’s
response to the complainant in order not to prejudice any ongoing disciplinary/capability procedures
and to maintain the strict confidentiality of these procedures.

4.4 The clerk to the Governing Body should acknowledge receipt of the written request from the
parent and, having ascertained that it is a formal complaint, arrange to convene a Governors’
Complaints Panel appointed from members of the Governing Body. In exceptional circumstances, the
clerking may have to be assigned to another person should there be a conflict of interest for the clerk
or the clerk is still new in role. Advice should be taken from Governance Consultancy at FourS.

4.5 The Panel members should be governors who have had no prior involvement with the complaint.
If he or she has not previously been involved, the Chair of Governors may chair the Panel.

4.6 All relevant correspondence regarding the complaint should be given to each panel member by
the clerk as soon as the composition of the panel is confirmed. If the correspondence is extensive, the
Chair of the Panel should arrange with the Headteacher for the preparation of a thorough,
chronological summary for sending to Panel members as part of the full documentation. In addition,
the Chair of the Panel should invite the Headteacher to prepare a written report for the Panel in
response to the complaint. The Headteacher may already have obtained statements from members of
staff involved directly in matters raised by the complainant, and these can be incorporated if
appropriate into the report. Any documentation, including the Headteacher’s account of events,
should be received by all concerned — including the complainant — at least 5 working days prior to
the hearing

4.7 The Panel should decide whether the hearing should be held in camera with just themselves and
a clerk or whether the complainant and the Headteacher should be invited to present their cases in
person. If the hearing is not to be held in camera the Chair of the Panel should invite the
Headteacher to attend the Panel hearing. The members of staff involved directly in the matters
raised by the complainant are not required to attend the Panel hearing. The Headteacher may ask
the governor involved at Stage 3 of the complaints procedure to attend, to provide an account of
their contribution to the resolution.

4.8 The clerk should write and inform the complainant, the Headteacher and the members of the
Panel, at least 10 working days in advance of the date, time and place of the hearing and whether
or not it will be held in camera. The notification to the complainant should also explain the
complainant’s right to submit further written evidence to the Panel (which should also be made
available to the Headteacher by the clerk), to be received at least 7 working days prior to the
hearing. If the hearing is not to be held in camera, the notification should contain a clear invitation
to the complainant to attend the hearing, should explain the manner in which the hearing will be
conducted, and should explain the complainant’s right to be accompanied to the hearing by a
partner or friend or, if necessary, an interpreter. This person would be there essentially to provide
moral support but may be called upon to speak if they have had any involvement in the complaint.
Parents should be provided with Appendix G.



4.9 Tt is the responsibility of the Chair of the Panel to ensure that the hearing is properly minuted.

4.10 The aim of the meeting should be to resolve the complaint and achieve reconciliation between
the school and the complainant. However, it has to be recognised that sometimes it may only be
possible to establish facts and make recommendations which demonstrate that the complaint has at

least been taken seriously.

4.11 The Panel should remember that some parents are unused to dealing with groups of people in
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