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Who can make a complaint?

This complaintsprocedure is not limited to parentsor carersof childrenthatare registered at
the school. Any person, including members of the public, may make a complaintto about any
provisionof facilitiesor servicesthatwe provide. Unless complaints are dealt with under
separate statutory procedures (such as appeals relating to exclusions or admissions), we willuse
this complaints procedure.

The difference between aconcern and a complaint

A concern may be defined as ‘an expression of worry or doubtover anissue considered to be
important forwhichreassurances are sought'.

A complaintmay be defined as ‘an expression of dissatisfaction however made, about actions taken
or a lackof action’.

It isineveryone’s interestthat concerns and complaintsare resolved at the earliest possible
stage. Many issues can be resolvedinformally, without the need to use the formal stages of
the complaints procedure. Ringwood School takesconcerns 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 respectyour
views. In these cases, the headteacher, will refer you to another staff member. Similarly, if the
member of staff directlyinvolved 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, Ringwood School will attempt to resolve the issue internally,
throughthe stages outlined within this complaints procedure.

Anonymous complaints

We will not normallyinvestigate anonymous complaints. However, the headteacher or Chair of
Governors, if appropriate, will determinewhether the complaint warrants an investigation.

Time scales

You must raise the complaint withinthree months of the incidentor, where a seriesof
associated incidents have occurred, withinthree months of the last of these incidents. We
will consider complaints made outside of thistime frame only if exceptional circumstances

apply.
Complaints received outside of term time

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

Parsonage Barn Lane Ringwood Hampshire BH24 1SE T: 01425 475000

E: reception@ringwood.hants.sch.uk www.ringwood.hants.sch.uk
Registered in England and Wales Registration Number:7552519



mailto:reception@ringwood.hants.sch.uk
http://www.ringwood.hants.sch.uk/

Scope of this Complaints Procedure

This procedure covers all complaints about any provision of community facilitiesor servicesby
Ringwood School, other than complaintsthat are dealt with under other statutory procedures,
including those listed below.

Exceptions Who to contact

Admissions to schools Concernsabout admissions, statutory assessments of
Special Educational Needs, or school re-organisation
proposals should be raised with Hampshire Local

Statutory assessments of
Special Educational Needs

Authority.
e School re-organisation
proposals
e Matterslikelyto requirea Complaints about child protection mattersare handled

Child Protection Investigation under our child protection and safeguarding policy and in
accordance with relevant statutory guidance.

If you have seriousconcerns, you may wish to contact the
local authority designated officer (LADO)who has local
responsibility for safeguardingor the Multi-Agency
Safeguarding Hub (MASH). The LADOisavailableon:
01962 876364.

If you have any concerns because you think that a child
might be being abused and you want to talkto someone
or ask someone to find out what is going on, you should
contact Children’s Services:

e phone 0300 555 1384 duringoffice hours8.30amto
5pm Monday to Thursday, 8.30am to 4.30pm on
Friday

e phone 0300 555 1373 at all other times to contact the
Out of Hours service

e Exclusion of childrenfrom Further information about raising concerns about
school* exclusioncan be found at: www.gov.uk/school-discipline-
exdusions/exclusions.

Please also see the school behavioural policy.

*complaints about the application of the behaviour policycan
be made through the school’'s complaints procedure.
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e 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 mattersrelating to education for whistle
blowersin education who do not want to raise matters
directwith their employer. Referralscan 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 directto the LA or the
Departmentfor Education (see link above), depending on
the substance of your complaint.

e Staff grievances

Complaintsfrom staff will be dealtwith under the
school’s internal grievance procedures.

e Staff conduct

Complaints about staff will be dealtwith under the
school’s internal disciplinary procedures, if appropriate.

Complainantswill not be informed of any disciplinary action
taken against a staff memberas aresultof acomplaint.
However, the complainant will be notified thatthe matteris
being addressed.

e Complaintsabout services
provided by other providers
who may use school premises
or facilities

Providersshould have their own complaints procedure to
deal with complaintsabout service. Please contact them
direct.

If other bodies are investigating aspects of the complaint, for example the police, localauthority
(LA) safeguardingteams or Tribunals, thismay impact on our abilityto adhere to the timescales
withinthis procedure or resultin the procedure being suspended untilthose public bodies have

completed their investigations.

If acomplainantcommences legal action against Ringwood School in relationto their complaint,
we will consider whether to suspend the complaints procedure in relation to their complaint
until those legal proceedings have conduded.
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Resolving complaints

At each stage in the procedure, Ringwood School wants to resolve the complaint. If appropriate,
we will acknowledge thatthe complaintis upheld in whole or in part. In addition, we may offer
one or more of the following:

e an explanation
e an admissionthat 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 takento help ensure that it will not
happen againand an indication of the timescaleswithinwhich any changes will be made

e an undertakingto review school policiesin light of the complaint

e an apology.

Withdrawal of a Complaint

If a complainantwantsto withdraw their complaint, we willaskthem to confirmthisinwriting.

How to raise a concern or make a complaint- The Informal Stage:

A concern or informal complaintcan be made in person, in writing or by telephone. They may
also be made by a third party acting on behalf on a complainant, as long as they have
appropriate consent to do so.

Concernsshould be raised with the teacher, Subject Leader, tutor or Head of Year.
Concerns raised inthis way at the informal stage are normally resolved to the full
satisfactionof the complainant either viaa meeting, telephone call or email
communication.

Complainants should not approach individual governorsto raise concerns or complaints.
Individual governorshave no power to act on an individual basisand it may also preventthem

from considering complaints at Stage 2 of the procedure.

If the issue remainsunresolved, the next step is to make a formal complaint. Inaccordance
with equality law, we will consider making reasonable adjustmentsif required,to enable
complainantsto access and complete thiscomplaints procedure. Forinstance, providing
informationin alternative formats, assisting complainantsin raising a formal complaint or
holding meetings in accessible locations. Inmoving to the formal stage, for ease of use, a
template complaintformis included at the end of this procedure. If yourequire helpin
completing the form, please contact Nikki Shave, the Headteacher’s PA viathe school office.
You can also ask third party organisationslike the Citizens Advice to help you.
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Formal Complaints- Stage 1

Formal complaints must be made to the headteacher (unlessthey are about the headteacher), via
Nikki Shave, the headteacher’s PA and Complaints Co-ordinator, viathe school office. This must
be done in writing (preferably onthe Complaint Form).

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

Complaints about the Chair of Governors,any individual governor or the whole governing
body should be addressedto The Clerkto the Governing Body via the school office orviathe
email addressclerktogb@ringwood.hants.sch.uk. Please markthem as Private and
Confidential.

The headteacher will record the date the complaintis received and will acknowledge receipt of
the complaintin writing (eitherby letter or email) within 3 school days.

Withinthis response, the headteacher will seek to clarify the nature of the complaint, ask
what remainsunresolved and what outcome the complainantwould like to see. The
headteacher can consider whether a face to face meeting is the most appropriate way of
doing this.

Note: The headteacher maydelegate theinvestigation to another member of the school’s senior
leadership team butnot the decision to be taken.

During the investigation, the headteacher (or investigator) will:
e if necessary, interviewthose involved in the matter and/or those complained of,
allowing them to be accompanied if they wish

e keepawrittenrecordof any meetings/interviews in relationto their investigation.

At the conclusion of their investigation, the headteacher will provide a formal written
response within 10 school days of the date of receiptof the original complaint.

If the headteacherisunable to meet thisdeadline, they will provide the complainantwith an
update and revisedresponse date.

The response will detail any actions taken to investigate the complaintand provide a full
explanation of the decision made and the reason(s) for it. Where appropriate, itwill include
detailsof actions Ringwood School will take to resolve the complaint.

The headteacher will advise the complainant of how to escalate their complaint should they
remaindissatisfied with the outcome of Stage 1.

If the complaintis about the headteacher, or a member of the governing body (including the
Chair or Vice-Chair),a suitably skilled governor will be appointed to complete all the actions at
Stage 1.For complaints against the Headteacher this will normally be the Chair of Governors.
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For complaints about governors, an independentinvestigator may be appointed, depending on
the nature of the complaint.

F ormal Complaints- Stage 2

If the complainantis dissatisfied with the outcome at Stage 1 and wishes to take the matter
further,they can escalate the complaintto Stage 2 - a meeting with members of the governing
body’s complaintscommittee, which will be formed of the firsttwo, impartial, governors
available, and a third person who is completely independent of the management and running of
the school. This is the final stage of the complaints procedure.

The aim of the panel hearingis:

e Reconciliation
e Toputthingsrightthat may have gone wrong

A requestto escalate to Stage 2 must be made to The Clerkto the Governing Body, viathe
school office, or by email (clerktogb@ringwood.hants.sch.uk) within 10 school days of
receiptof the Stage 1 response.

The Clerkwill recordthe date the complaintis received and acknowledge receipt of the
complaintinwriting (eitherby letter or email) within 5 school days.

Requests receivedoutside of this time frame will only be considered if exceptional
circumstances apply.

The Clerkwill write to the complainantto informthem of the date of the meeting.
They will aimto convene a meeting within 20 school days of receipt of the Stage 2
request. If thisis not possible, the Clerkwill provide an anticipated date and keep the
complainantinformed.

If the complainantrejectsthe offer of three proposed dates, without good reason, the Clerk
will decide when to hold the meeting. It will then proceed in the complainant’sabsence onthe
basis of written submissions from both parties.

The complaintscommittee will consist of two governorswith no prior involvement or
knowledge of the complaint and a third party who isindependent of the management and the
running of the School. Prior tothe meeting, the complaintscommittee willdecideamongst
themselveswhowill act as the Chair of the Complaints Committee. If there are fewer thantwo
governorsfrom Ringwood School available, the Clerkwill source any additional, independent
governorsthrough another local school or through their Hampshire County Council’s Governor
Services team, in order to make up the committee. Alternatively, an entirely independent
committee may be convened to hear the complaintat Stage 2. This would be the case if the
complaint were about the entire governing body.

The committee willdecide whether to deal with the complaintby inviting partiesto a meeting or

Parsonage Barn Lane Ringwood Hampshire BH24 1SE T: 01425 475000

E: reception@ringwood.hants.sch.uk www.ringwood.hants.sch.uk
Registered in England and Wales Registration Number:7552519



mailto:reception@ringwood.hants.sch.uk
http://www.ringwood.hants.sch.uk/
mailto:clerktogb@ringwood.hants.sch.uk

throughwrittenrepresentations, but in making their decision they will be sensitive to the
complainant’sneeds.

If the complainantis invitedto attend the meeting, they may bring someone along to provide
support. Thiscan be a relative or friend. Generally, we do not permiteither partyto bring
legal representativesto the committee meeting. However, there may be occasions when legal
representationis appropriate. For instance, if a school employeeis calledas awitnessin a
complaintmeeting, they maywish to be supported by union and/or legal representation.

Note: Complaints about staff conduct will not be managed under this Complaints Procedure.
Complainantswill be advised that any staff conduct complaintswill be considered under staff
disciplinary procedures, if appropriate, but outcomeswill not be shared with them.

Representativesfrom the media are not permittedto attend.
At least 15 school days before the meeting, the Clerkwill:

e confirm and notify the complainant of the date, time and venue of the meeting,
ensuring that, if the complainantisinvited, the dates are convenient to all partiesand
that the venue and proceedings are accessible

e requestcopiesof any further writtenmaterial to be submitted to the committee at least
8 school days before the meeting.

Any writtenmaterial will be circulatedto all partiesat least 5 school days before the date of
the meeting. The committee will not normally accept, as evidence, recordings of conversations
that were obtained covertly and without the informed consent of all partiesbeing recorded.

The committee will alsonot review any new complaints at this stage or consider evidence
unrelatedto the initial complaintto be included. New complaints must be dealt with fromthe
informal stage or from Formal Complaint Stage 1 of the procedure.

The meeting willbe held in private. Electronic recordings of meetings or conversationsare not
normally permitted unless a complainant’sown disability or special needs requireit. Prior
knowledge and consent of all partiesattending must be sought before meetings or
conversations take place. Consent will be recordedin any minutes taken.

The committee willconsider the complaintand all the evidence presented. The committee
can:

e uphold the complaintin whole or in part

e dismiss the complaintin whole or in part.

If the complaintis upheldinwhole or in part,the committee will:

e decide on the appropriate action to be takento resolve the complaint

e where appropriate, recommend changes to the school’s systems or proceduresto
prevent similarissues in the future.

Parsonage Barn Lane Ringwood Hampshire BH24 1SE T: 01425 475000

E: reception@ringwood.hants.sch.uk www.ringwood.hants.sch.uk
Registered in England and Wales Registration Number:7552519



mailto:reception@ringwood.hants.sch.uk
http://www.ringwood.hants.sch.uk/

The Chair of the Committee will provide the complainant, Ringwood School, and where relevant,
the person complained about, with adetails of the findings and recommendations of the panel,
within 5 school days. Thisresponse will include the reasons for the conclusions of the panel and
how to escalate the complaint should the complainant remaindissatisfied. The response will be
available forinspectiononthe school premises by the proprietor and the Headteacher.

Copiesof the minutes of the panel hearing will also be issued to the complainantand to
Ringwood School.

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 inthe exercise of their
dutiesunder education law, they can contact the ESFA after they have completed Stage 2.

The ESAF will not normally reinvestigate the substance of complaintsor overturnany decisions
made by Ringwood School. They will consider whether Ringwood School has adhered to
education legislation and any statutory policies connected withthe complaint.

The complainantcanrefertheir complainttothe ESFA by:

e callingthe National Helpline on0370000 2288

e using ESFA'scontactform foundon
https://form.education.gov.uk/service/Contact_the_Department_for_Education

e writingtothe ESFA atthe address below

Academy Complaintsand Customer Insight Unit
Educationand Skills Funding Agency
Cheylesmore House

Coventry

5 Quinton Road

Coventry

CV12WT

Complaint Management and Record Keeping:

The Complaints Co-ordinator at Ringwood School will:

e Maintainawrittenrecordof all formal complaints made.

e Recordwhethereachcomplaintwasresolved at Stage 1 or whether it proceededto
Stage 2.

e Recordthe final outcome

e Recordthe actiontaken by the School as a result of those complaints (regardless of
whether they are upheld)

e Ensurethatall correspondence, statementsand recordsrelating toindividual complaints
are to be keptsecure and confidential exceptwhere the Secretary of State or abody
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conducting aninspectionunder section 109 of the 2008 Act requestsaccesstothem.
e Recordsof major complaintswill be held for the currentyear plus 6 years.
e Recordsfor complaintsinvolving negligence will be held for the currentyear plus 15
years.
e Recordsof minorcomplaintswill be held for the currentyear plus 2 years.

Complaint Campaigns:
In the rare eventthat the School receivesalarge volumesof complaintsthat are all based on the
same subject and/or from complainants unconnected with the School. Ringwood School will:

e send atemplate responsetoall complainantswhohave giventheir contactdetails

e consider publishing asingle response onthe school'swebsite

Managing Serial and Persistent Complaints:

Ringwood School recognisesthatitmight receive complaintsthat could be considered vexatious. The
characteristicsof a 'frivolous' or 'vexatious' complaintare:

complaintswhichare obsessive, persistent, harassing, prolific, repetitious

insistence upon pursuing unmeritorious complaints and/or unrealistic outcomes beyond all reason
insistence upon pursuing meritorious complaintsinan unreasonable manner

complaintswhich are designedto cause disruption or annoyance

demandsfor redressthat lack any serious purpose or value

In the eventthat the School receivesavexatious and/or frivolous complaintit may decide to not respond any
further, this decisionwill be takenif:

e The School have already taken everyreasonable stepto address the complainant's concernsthroughthe
policy.

e Thecomplainanthasbeengivenaclearstatementof the School’s position and their options

e Thecomplainant contactsthe School repeatedly, making substantially the same pointseachtime

The School maydecide notto replyif:

e Anindividual’'sletters,emails, or telephone calls are often or always abusive or aggressive

e Aindividual makesinsulting personal comments about or threats towards staff

e [tisbelievedthattheindividualiscontacting the School with the intention of causing disruptionor
inconvenience

Individualswill be informed if the School doesnotintendto replyto their complaints.
If an individual'sbehaviouriscausing asignificant level of disruption, regardless of whether or not they have
raised a complaint, the School mayimplement atailored communication strategy.

Thismight mean:

e restricting the individual to a single point of contact via an email address
e limiting the number of times that individual can make contact.
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If an individual persists to the point that may constitute harassment, Ringwood School will seek legal advice.
See Communications Policy for further details

Formal Complaint Form

Please complete and returnto Nikki Shave, PA to the headteacher and Complaints Co-
ordinator who will acknowledge receipt and explainwhat action will be taken.

Your name:

Student’'s name (if relevant):

Your relationshipto the student (if relevant):

Address:
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Please give details of your complaint,including whetheryou have spokento anybody at
the school about it.

What actions do you feel might resolve the problem at this stage?
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Are you attaching any paperwork? If so, please give details.

Signature:

Date:

Official use

Date acknowledgement sent:

By who:

Complaintreferred to:

Date:

Roles and Responsibilities
Complainant

The complainantwill receive amore effective response to the complaintif they:

« explainthe complaintinfull asearly as possible (inwriting if the complaintisformal) ideally using the
complaintforminordertoexplainfullythe resolutionthey seek

 co-operate withthe school in seeking a solutionto the complaint

« respond promptly to requests for information or meetingsorinagreeing the detailsof the
complaint

e ask for assistance as needed
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e treatall those involved in the complaintwith respect

e refrainfrom publicisingthe details of their complaint on social mediaand respect
confidentiality.

Investigator

The investigator'sroleis to establish the facts relevant to the complaint by:

e providing a comprehensive, open, transparent and fair consideration of the complaint
through:

o sensitive and thorough interviewing of the complainantto establish what has
happened and who has been involved

o interviewing staff and children/young people and other people relevantto the
complaint

o considerationof recordsand other relevantinformation

o0 analysing information

e liaising with the complainant and the complaints co-ordinator as appropriate to clarify
what the complainant feels would put things right.

The investigator should:
e conductinterviewswith an open mind and be preparedto persist in the questioning

e keep notesof interviewsor arrange for an independent note taker to record minutes of
the meeting

e ensurethat any papersproduced during the investigation are kept securely pending any
appeal

e be mindful of the timescalesto respond

e prepare acomprehensive reportthatsets out the facts, identifiessolutions and
recommends courses of action to resolve problems.

The headteacher or complaintscommittee will then determine whether to uphold or
dismiss the complaintand communicate thatdecision to the complainant, providing the
appropriate escalationdetails.

Complaints Co-ordinator

The complaintsco-ordinator should:

e ensure that the complainantis fully updated at each stage of the procedure

Parsonage Barn Lane Ringwood Hampshire BH24 1SE T: 01425 475000

E: reception@ringwood.hants.sch.uk www.ringwood.hants.sch.uk
Registered in England and Wales Registration Number:7552519



mailto:reception@ringwood.hants.sch.uk
http://www.ringwood.hants.sch.uk/

e |iaise with staff members, headteacher, Chair of Governorsand Clerkto ensure the
smooth running of the complaints procedure

e be aware of issues regarding:
o sharingthird party information

o additional support. This may be needed by complainantswhen making a complaint
including interpretation support or where the complainantis a child or young person

e keeprecordsinline withthe requirements of the policy.

Clerk to the Governing Body

The Clerkis the contact point for the complainantand the committee at Formal Stage 2 and should:

e ensurethat all people involved in the complaint procedure are aware of their legal rights
and duties, including any under legislation relatingto school complaints, education law,
the Equality Act 2010, the Freedom of Information Act 2000, the Data Protection Act
(DPA) 2018 and the General Data Protection Regulations (GDPR)

set the date, time and venue of the meeting, ensuring that the dates are convenient toall
parties (if they are invited to attend) and that the venue and proceedings are accessible

collate any written material relevant to the complaint (for example; stage 1 paperwork,
school and complainant submissions) and send it to the partiesin advance of the meeting
withinan agreedtimescale

recordthe proceedings

circulate the minutes of the meeting

notify all partiesof the committee’s decision.

Committee Chair

The committee’s chair, who is nominated in advance of the complaint meeting, should ensure
that:
e both partiesare asked (viathe Clerk) to provide any additional informationrelating to the
complaintby a specified date in advance of the meeting

e the meeting is conducted in an informal manner, is not adversarial, and that, if all
partiesare invitedto attend, everyone is treated with respect and courtesy

e complainantswho may not be used to speaking at such a meeting are put at ease. Thisis
particularly importantif the complainantis a child/young person

« the remit of the committee isexplained tothe complainant
o writtenmaterial isseenby everyone in attendance, provided it does not breach
confidentiality or anyindividual'srightsto privacy under the DPA 2018 or GDPR.
e Ifanewissuearises, itwould be useful to give everyone the opportunity to
consider and comment upon it; thismay require a shortadjournment of the
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meeting

both the complainant and the school are given the opportunity to make their case and
seek clarity, either through written submissions ahead of the meeting or verballyin the
meeting itself

the issues are addressed

key findings of fact are made

the committee is open-minded and acts independently

no member of the committee has an external interestin the outcome of the
proceedings or any involvement in an earlier stage of the procedure

the meeting is minuted

they liaise with the Clerk (and complaints co-ordinator)

Committee Member

Committee membersshould be aware that:

 the meeting must be independent and impartial,and should be seento be so. No governor
may siton the committee if they have had aprior involvementin the complaintorinthe
circumstancessurroundingit.

 the aim of the meeting should be toresolve the complaint and achieve reconciliation
betweenthe school and the complainant. We recognise that the complainant might not be
satisfied with the outcome if the meeting does notfindin theirfavour. [t may only be
possible to establish the facts and make recommendations.

» many complainantswillfeelnervous andinhibited inaformal setting. If the complainantisa
parentsor carers, itis notunusual for a parent/carer tofeel emotional whendiscussing an
issue that affectstheir child.

» extracare needsto be taken whenthe complainantisachild/young personand present
during all or part of the meeting. Careful consideration of the atmosphere and proceedings
should ensure that the child/young persondoes not feelintimidated. The committee
shouldrespectthe views of the child/young person and give them equal considerationto
those of adults. If the child/young personisthe complainant, the committee should askin
advance if any support isneeded to help them present their complaint. Wherethe
child/young person’s parentis the complainant, the committee should give the parent
the opportunity to say which partsof the meeting, if any, the child/young person needs
to attend. However, the parent should be advised that agreement might not always be
possible if the parent wishes the child/young person to attend a partof the meeting that
the committee considersis not in the child/young person’s best interests. The welfare of
the child/young personis paramount.
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