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Aims
Read Academy aims to establish and promote a close relationship with all parents, guardians and the wider community, in the
interest of the children. We recognise that children will feel more secure when they receive consistent messages from both home
and school. Parents and carers view about our school is welcomed, including the expression of any concerns. At the same time we
undertake to inform parents/carers as soon as possible about any issues of concern to the school, so that we can work together to
resolvethem.

Werecognise that fromtime-to-time parents and members of the public may have aconcernthatthey wish to raisewiththeschool.
AtRead Academywearecommittedtorespondingtoaconcern/ complaint effectively andas quickly andsensitivelyas possiblein
orderto resolve the issuepromptly. We will doso withfairness to all partiesin line with this procedure. These procedures have
been written to take account of the Best Practice Advice for Schools Complaints Procedures 2016 issued by the DfE.

In accordance to part 7, paragraph 8.1in the Independent School Standards April 2019.The Proprietor must have and make available a
procedure to deal with complaints relating to their school.Any third party provider offering community facilities orservices
through the school premises, or using school facilities, have their own complaints procedure in place. A ‘concern’ may be defined as ‘an
expression of worry or doubt over anissue considered to be important for which reassurances are sought’. A complaint may be
generally defined as ‘an expression of dissatisfaction however made, about actions taken or a lack of action’.

Concerns or complaints relating to any of the following are not covered by these procedures, as separate procedures apply
(see Appendix 1):

* Child Protection

* Freedom of InformationAccess

*  Functions of the County Council

*  Pupil Exclusions

® School Admissions

* Services provided by other organisations on the school site or through the school

* Staffgrievance

* Special Educational Needs assessment and statementing procedure

*  Whistleblowing by anemployee

Serious complaints or allegations relating to the abuse of children,assault,criminal or financial matters are also subject to
separateprocedures.

Read Academy is committed to:
e dealing with your concern as quickly as possible (we will amtocomplete each stage of the formal process as soon as possible within
the stated timelines)
e keepingyouinformed of the progress of your concern(whereit is not possibleto complete the process within the
stated time-line the complainant will be informed of any delays);

e  dealing with your concerninanimpartialand non-adversarial way;




e making sure that all your concerns are considered and that a fair investigation is undertakenwhen necessary;

e maintaining confidentiality at all times, however, where complaints are made about an individual member of school
staff, the person willbeinformed of the complaint at the earliest opportunity.

1.1 What we do to avoid parental concerns arising
At Read Academy weworkcloselywithparentsinordertokeepyouinformedofallaspectsofschoollife.

We have:

=  ahomeschool agreement onwhich to base strong, positive relationships

® anopen doorpolicy—members ofthe Senior Leadership Team areinthe playground at the beginning and
endofeveryday; messages can be passed between parents and staff inthe mornings and, if more time is
required , staff are happy to meet with parents too at a mutually convenient time on request

® individual communicationbooks

= acomments box in the main office

=  schoolemail address usually checked within 48 hours (term time only)

" regularwritten communication about school events

" atextservice

= aschoolwebsite

" aparentnotice board inthe playground

= regular parents’evenings

= awrittenreport for parents/guardians about your child twice a year.

2. StagesintheProcedure

The school expects concerns/complaints to be made as soon as possible after an incident arises (although the school will consider
complaintslodgedwithinthreemonthsoftheincidenttakingplace). Concerns/complaints can be made in person, by telephone, or
in writing. Brief notes of meetings and telephone calls will be kept. Wheretherearecommunication difficulties, we mayusea
recordingdevicetoensurethecomplainantisableto access and review the discussion at a later point.

The school will ask the complainant at the earliest stage what they think might resolve the issue (an acknowledgementthatthe
school could have handled the situation betteris not the same as an admission of unlawful or negligentaction).

Complaints made by members of the publicwill be directed to the relevant member of staffand aseniorleader. Parental concerns
should be addressed in the following way:

Stage 1: Discussion with class teacher

" [tisourviewthatitisineveryone’sinterestthatanyconcernsareresolved atthe earliest opportunity by a meeting with your
child’s class teacher.

= Wefind that mostissues can be satisfactorily addressed this way.

= (Class teachers are available to meet parents/guardians, by appointment, at the end of the school day (morning
appointments are sometimes available).

®  This stage should take no more than 10 working days, if not concluded complainant may proceed to stage 2.

Stage 2: Discussion with the Senior Leader
= |fyoufeelthatstage 1 hasnotadequately addressed your concern, or, if for whatever reason, you do not wish to discuss your
complaint with the class teacher, you can make an appointment to meet with the




Relevant senior leader.

The staff in the school office can liaise on your behalf if you do not know who the relevant staff member is.
Senior Leaders are available to meet parents/guardians, by appointment, at the end of the school day (morning
appointments are sometimes available).

This stage should take no more than 10 working days, if not concluded complainant may proceed to stage 3.

We expect the majority of concerns will be resolved in this way (and will not be recorded as a formal complaint). However, if the
concern is not resolved during Stage 1 or Stage 2, the following formal procedure will be adhered to:

Stage 3: Discussion with a member of the Headship Team

If you feel that stage 2 has not adequately addressed your concern, or, if for whatever reason, you do not think it appropriate
to discuss your concern with the class teacher or senior leader, you can make an appointmenttomeetwith the Headship.
This may be the Headteacher or the Deputy Headteacher and will be determined by the nature of your concern and the
availability of staff.

— ourmainaimisforconcernstobesharedsothattheycanberesolved quickly. Aftermeetingwithyouthe Headteacheror
Deputy Headteacher willdecide onthe appropriate course of action, forexample:
= to referthe matter back to the classteacherorseniorleaderforfurtherdiscussionunderthe earlier stages
= toagreewithyou aresolution to your concern
"  toconductaninvestigationintoyourconcern before deciding the outcome

Inthe event of aninvestigation, the Headteacher or Deputy Headteacher will write to you with the outcome onceit has been
concluded, which may be one of the following:
= Thereisinsufficientevidencetoreachaconclusionsothecomplaintcannotbeupheld;
®  Theconcernisnotsubstantiated by the evidence;
"  Theconcernwassubstantiatedin partorin full (some details may then be given of action the schoolmaybe
takingtoreviewprocedures,butdetailsofanydisciplinaryprocedureswillnot be released).
"  Thematterhasbeenfullyinvestigatedandthatappropriateproceduresarebeingfollowed, whicharestrictly
confidential(e.g.wherestaffdisciplinaryproceduresarebeingfollowed).

Thisstagewilltakenomorethan10schooldaystocomplete. Allrecordswillberetained bythe schoolfor monitoring purposes.

Stage 4: Referral to the Chair of Governors

If you feel that stage 3 has not adequately addressed your concern then you can write to the Chair of Governorspreferably
usingtheformalcomplaintformattachedtothisdocument (someoneelse maywrite thisonbehalfofthecomplainant)orinany
otherwrittenform. Youshouldincludedetailswhichmightassist theinvestigation, such asnames of potential witnesses, dates
andtimesofevents,and copiesof relevant documents.
It is very important that you include a clear statement of the actions that you would like the school to take to resolve your
concern. Without this, itis much more difficult to proceed.
Please pass the completed paperwork, in a sealed envelope to the school office for the attention of the Headteacher or to
the Chair of the Governing Body, as appropriate.
A complainant wishing to proceed to the formal stage of the procedure should normally notify the Headteacher/Chair of
Governors within 20 school days of being notified of the outcome of the informal stage.

TheChairofGovernorswillconsideryourcomplaintandthendecideontheappropriatecourseofaction,for example:

= tomeetwithyou(youmaybeaccompaniedbyafriend-notamemberofthelegalprofession orthe media- if
youwish, to assist you in explaining the nature of your concerns)

" toconductaninvestigationinto the concern

"  toconvene apanelof governorsto formally hear your concern

The Chairof Governors willwrite toyou withthe outcome of stage4 once concluded. They willalsoinform the complainant that
they have aright to appeal tothe Complaints Appeals Committee within 20 school days.




This stage will take no more than 20 school days to complete. All records will be retained by the school for monitoring purposes.
Complainants have rights to copies of these records under the Freedom of Information and DataProtection Acts. The Governing Body
willbeinformedingeneraltermsofallformal complaints.

Complaints concerning the Headteacher

If you wish to make a complaint concerning the Headteacher, and it cannot be resolved via informal discussionwiththe
Headteacher,thenyoushouldwritetothe ChairofGovernorsinlinewithStage4 ofthis procedure.

Complaints about a governor, the Chair of Governors or the Governing Body

ComplaintsaboutagovernorshouldbereferredtotheChairofGovernorswhowillinvestigateandrespond tothecomplainant.In
dealing with this matter the Chair will seek advice from the Local Authority's Governor Services Team. Complaints about the
Chair of Governors must be referred to the Clerk to Governors who would arrange for the complaint to be considered by the
Complaints Appeals Committee ofthe Governing Body.

Stage 5: Referral to the Governing Body Complaints Appeal Panel

If you feel that your concern has not yet been adequately addressed, you may to write to the Clerk to the Governing Body
giving details ofthe complaintand askingthatitis putbefore theappeal panel.
TheChair,orifthe Chairhasbeeninvolvedatanypreviousstageintheprocess,anominatedgovernor,will convene a Governing
Body Complaints Appeal Panel.
The governors’ appeal hearing is the last school-based stage of the complaints process and is not convened merely to rubber-
stamp previous decisions.
The aim of the hearing, which will be held in private, will always be to resolve the complaint and achieve reconciliation
between the school and the complainant.
The panel will look at written materials, consider the complaint and the Headteacher’s (or Chair’s) action, and may occasionally
invite the Headteacher or Chair of Governors (asappropriate) to the meeting. They will seek further advice as necessary.
However, it has to be recognised thatthe complainant might not be satisfied with the outcome if the hearing doesnot findin
their favour.ltmay onlybepossibletoestablishthe factsandmake recommendations which will satisfy the complainant that
his or her complaint has been taken seriously.
The panelcan:

= dismiss the complaint in whole or inpart;

= upholdthe complaint in wholeor in part;

= decideontheappropriate action to be taken to resolve the complaint;

= recommend changesto the school’s systems or procedures to ensure that problems of a similar nature do

not recur.

The panel will notify all parties, in writing, of the final decision (including the reasons for the decision) and minutes of the
hearing will be shared with all involved in the hearing.
Individual complaints wilnot be heard by thewhole GoverningBody at any stage,as this could compromise theimpartiality
ofany panelset up foradisciplinary hearing against amember of staff following a serious complaint.




This stage will take no more than 20 school days to complete. All records will be retained by the school for monitoring purposes.
Complainants have rights to copies of these records under the Freedom of Information and Data Protection Acts. The Governing Body
willbeinformedingeneraltermsofallformalcomplaints.

Stage 6: Referral to the Local Authority or Department for Education (DfE)

= |fyou feel that the school has not adequately dealt with your complaint then you can refer the matter to the DfE or Local
Authority.

= Makinganexternal complaintshouldonly happen afterthe previousstages above have been exhausted.

Withdrawal of a complaint
If the complainant wishes to withdraw their complaint, they will be asked to confirm this in writing.

3. Unreasonable Complaints (Serial, Persistent or Vexatious)
The school is extremely committed to promoting positive relationships with all members of the school community,
regardless of age, sex, religion, ability or culture and it welcomes the opportunity to address and resolve issues that may arise.

= |If properly followed, a good complaints procedure will limit the number of complaints that become protracted. However,
there will be occasions when, despite all stages of the procedures having been followed, the complainant remains
dissatisfied.

= There are rare occasions when complainants behave in an unreasonable manner when raising and/or pursuing concerns.
The consequences are that the actions of the complainants begin toimpact negatively on the day-to-day running of the school and
directlyorindirectlytheoverallwell-beingofthechildrenorstaffin the school. In these exceptional circumstances the school may
take action in accordance with Appendix 2 of this policy.

=  Should a complainant raise an entirely new, separate complaint, it will be responded to in accordance with the complaints
procedure — the exemption can only be applied to requests themselves, and not the individuals who submitthem.

" Incasesofunreasonably persistent complaints or unreasonable behaviour, the school may take some or all of the following steps,
as appropriate:

= informthecomplainantinformallythathis/her behaviourisnow considered by the schoolto be unreasonable or
unacceptable, and requesta changed approach;

= restrictthe complainant to asingle point of contact viaan email address

= |imit the number of times the complainant can make contact e.g. inform the complainant that, with the
exception of urgent communication regarding their child in school, the school will respond to their
correspondence on a 6 weekly basisonly.

= inform the complainant that except in emergencies, the school will respond only to written communication
andthatthese may berequiredtobechannelled throughathird party chosen by the school, for example the
Local Authority or County Solicitor;

= takelegaladviceon pursingacase under Anti-Harassment legislation.




4,  Seriousallegations or complaints

e IftheallegationsrefertocriminalactivitywhichmayrequiretheinvolvementofthePolice,theHeadteacher should inform the
Chair of Governors and seek the advice of the County Council.

e [f the allegations relate to the abuse of children, the Headteacher should seek the advice of theLocal Authority Designated
Officer (LADO), Senior HR Officer and other agencies such as Children's Social Care. Serious allegations of this nature must be
referred under Child Protection Proceduresto Children's Social Care. Reference should also be made to the separate procedure
"Staff Facing Allegations of Physical/Sexual Abuse".

Monitoring and Evaluation

We will use the process of listening to and resolving concerns/complaints to contribute to school improvement. When individual
complaints are heard, we may identify any underlyingissue that needsto be addressed. Inorder tocontinuallyimproveourpractice, we
keeparecordofallcomplaintsinaSchool’sComplaintsRegistersothat we are informedabout:

e the nature ofcomplaints
e thetimetaken to resolve each complaint

e themeasures adopted to resolve each complaint

The Headteacher, senior staff and governors will review this record on a regular basis, to enable consideration to begiventoany
underlyingissueswhichneedtobeaddressed bytheschoolandthegoverningbody.

Equality Impact Assessment

Theschoolis committed to safeguarding and promoting the welfare of children, in line with Keeping Children Safe inEducation2018,
andexpectsallstaffandvolunteerstosharethiscommitment. Wetakeseriouslyourdutyof caretoourpupilsandstaffwhichincludes
safeguardingthemfromtheriskofbeingdrawnintoterrorism-this includes notjust violent extremism but also non-violent
extremism, which can create an atmosphere conducive to terrorismandcanpopulariseviewswhichterroristsexploit. Weworkclosely
withsocialcare,thepolice, health servicesandotherservicestopromotethewelfareofchildrenandprotectthemfromharm.
Radicalisationis recognised as aspecificsafeguardingissue andisaddressedinline withthe Government Prevent Strategy and The
Counter-Terrorism and Security Act 2015.

Safeguarding Commitment

The schoolis committed to safeguarding and promoting the welfare of children, in line with Keeping Children Safe inEducation2018,and
expectsallstaffand volunteerstosharethiscommitment. Wetake seriously ourduty of care to our pupils and staff which includes
safeguarding them from the risk of being drawn into terrorism - this includes not just violent extremism but also non-violent
extremism, which can create anatmosphere conducive to terrorismandcanpopulariseviewswhichterroristsexploit. Weworkclosely
with social care, the police, health services and other services to promote the welfare of children and protect them from harm.
Radicalisation is

recognised as a specific safeguarding issue and is addressed in line with the Government Prevent Strategy and The Counter-
Terrorism and Security Act 2015




Monitoring and review

This policy is reviewed annually

Signed (Headteacher):

y

Date of Review: March 2021
Next Review: September 2023
Appendix A

Complaints not in scope of the procedure

Acomplaints procedure should cover all complaints about any provision of facilities or services that aschool provideswiththe
exceptionslisted below, forwhichthere areseparate (statutory) procedures.

Exceptions

Who to contact

* Admissions toschools

*  Statutory assessments of Special Educational Needs
(SEN)

* School re-organisationproposals

* MatterslikelytorequireaChildProtection
Investigation

Concernsshould beraised direct with local authorities (LA).

*  Exclusion of children from school

Furtherinformationaboutraisingconcernsabout
exclusion can be found at: www.gov.uk/schooldiscipline-
exclusions/exclusions

* Whistleblowing

Schools have aninternal whistleblowing procedure for their
employeesandvoluntarystaff.Otherconcerns can beraised
direct with Ofsted by telephone on: 0300 1233155, viaemail at:
whistleblowing@ofsted.gov.uk or by writingto:

WBHL, Ofsted

Piccadilly  Gate

StoreStreet

Manchester M1 2WD.

The DepartmentforEducationisalsoaprescribed body for
whistleblowing ineducation.

* Staffgrievancesanddisciplinaryprocedures

Thesematterswillinvoketheschool’sinternal
grievanceprocedures. Complainantswillnotbe
informed oftheoutcome ofanyinvestigation.

* Complaintsaboutservicesprovided byother

providerswhomayuseschoolpremisesor facilities.

Providers should have their own complaints procedure todeal
withcomplaintsaboutservice.Theyshouldbe contacted direct.



http://www.gov.uk/schooldiscipline-exclusions/exclusions
http://www.gov.uk/schooldiscipline-exclusions/exclusions
mailto:whistleblowing@ofsted.gov.uk

Appendix 2

Policy for Dealing with Unreasonable Complainants

Read Academy is committed to dealing with all complaints fairly and impartially, and to providing a high qualityservicetothosewho
complain.Wewillnotnormallylimitthecontactcomplainantshavewiththeschool. However, wedonotexpectourstafftotolerate
unacceptable behaviour and will take action to protect staff from that behaviour, including that which is abusive, offensive or
threatening.

Read Academy definesunreasonable complainantsas ‘those who, because ofthefrequencyornatureof their contacts with the school,
hinder our consideration of their or other people’s complaints’.

A complaint may be regarded as unreasonable when the person making the complaint:-

refusestoarticulatetheircomplaintorspecifythegroundsofacomplaintortheoutcomessoughtby raising the
complaint, despite offers of assistance;

refuses to co-operate with the complaints investigation process while still wishing their complaint to be resolved;
refusestoacceptthatcertainissuesare notwithinthe scope of acomplaints procedure;
insistsonthecomplaintbeingdealtwithinwayswhichareincompatiblewiththeadoptedcomplaints procedure or with
good practice;

introducestrivialorirrelevantinformationwhichthecomplainantexpectstobetakenintoaccountand commented on, or
raises large numbers of detailed but unimportant questions, and insists they are fully answered, often immediately and to
theirown timescales;

makes unjustified complaints about staff who are trying to deal with the issues, and seeks to have them replaced;
changes the basis of the complaint as the investigation proceeds;

repeatedly makesthesame complaint(despite previousinvestigations orresponses concludingthatthe complaintis
groundless or has been addressed);
refusestoacceptthefindingsoftheinvestigationintothatcomplaintwheretheschool’scomplaint procedure has been
fully and properly implemented and completed including referral to the Department for Education;

seeks an unrealisticoutcome;

makes excessive demands on school time by frequent, lengthy, complicated and stressful contact with staffregardingthe
complaintinperson,inwriting,byemailandbytelephonewhilethecomplaintisbeing dealt with.

Acomplaintmay alsobe considered unreasonableifthe person makingthe complaint doesso either face-to-face, by telephone orin
writing or electronically:-

maliciously;

aggressively;

using threats, intimidation or violence;

using abusive, offensive or discriminatory language;

knowing it to be false;

using falsifiedinformation;

Publishingunacceptableinformationinavariety of mediasuchasinsocial media websites and newspapers.

Complainants should limit the numbers of communications with aschool while acomplaintis being progressed. It is not helpful if
repeatedcorrespondenceissent(eitherbyletter,phone,emailortext)asitcoulddelaythe outcome beingreached.
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Whenever possible, the Headteacher or Chair of Governors will discuss any concerns withthe complainant informally before applying
an ‘unreasonable’ marking.

IfthebehaviourcontinuestheHeadteacherwillwritetothecomplainantexplainingthattheirbehaviouris unreasonableand
askingthemtochangeit.Forcomplainantswhoexcessivelycontact Read Academy causingasignificantlevelofdisruption,wemay
specifymethodsofcommunicationandlimitthenumberof contactsin a communication plan. Thiswill usually be reviewed
after 6 months.

Inresponseto anyseriousincident of aggression or violence, the concerns and actions taken will be putin writing immediatelyandthe
policeinformed.Thismayincludebanninganindividualfrom Read Academy.

Barring from the School Premises

Although fulfilling a public function, schools are private places. The public has no automaticright of entry. Schools willthereforeactto
ensuretheyremainasafeplaceforpupils, staffand othermembers oftheircommunity.

Ifaparent’sbehaviourisacauseforconcern,aschoolcanaskhim/hertoleaveschool premises. Inserious cases, the Headteacher or the
local authority can notify them in writing that their implied licence to be on school premises has beentemporarily revoked
subjecttoanyrepresentationsthatthe parent may wish to make. Schools shouldalwaysgivetheparenttheopportunitytoformally
expresstheirviewsonthedecisiontobarinwriting.

The decision to barshould then be reviewed, takinginto account any representations made by the parent, and eitherconfirmedor
lifted.Ifthedecisionisconfirmedtheparentshouldbenotifiedinwriting,explaininghow long the bar will be in place.

Anyonewishingtocomplainaboutbeingbarredcandoso, byletteroremail, totheHeadteacherorChairof Governors. However,
complaints aboutbarring cannotbe escalated tothe Department for Education. Once the school’sowncomplaintsprocedurehasbeen
completed,theonlyremainingavenueofappealisthroughthe Courts; independent legal advice must therefore be sought.
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Appendix 3

Roles and Responsibilities
The Complainant
The complainant or person who makes the complaint will receive a more effective response to the complaint if he/she:-
® co-operates with the school in seeking a solution to the complaint;
* expressesthe complaintin full as early as possible;
* respondspromptlytorequestsforinformation ormeetingsorinagreeingthe detailsofthecomplaint;
* asksforassistance as needed;
* treatsallthose involved in the complaint with respect.

The Complaints Co-ordinator (or Headteacher)
The complaints co-ordinator should:-
* ensurethatthe complainantisfully updated at each stage of the procedure;
* ensurethatallpeopleinvolvedinthecomplaintprocedurewillbeawareofthelegislationaround complaintsincluding
the Equality Act 2010, Data Protection Act 1998 and Freedom of Information Act 2000;
* liaise with staff members, Headteacher, Chair of Governors and Clerk to ensure the smooth running of the complaints
procedure;
* keeprecords;
* beaware ofissues regarding:-
o sharing third partyinformation;

o additional support - this may be needed by complainants when making a complaintincluding interpretation
support.

The Investigator
ThelnvestigatoristhepersoninvolvedinStages1,2and3oftheprocedure.Thelnvestigator’srolecaninclude:-
* providingacomprehensive, open,transparentandfairconsiderationofthe complaintthrough:-

o sensitive and thorough interviewing of the complainant to establish what has happened and who has been
involved;

o consideration of records and other relevant information;
o interviewingstaffandchildren/youngpeopleandother peoplerelevanttothe complaint;
o analysinginformation;
* effectively liaising with the complainant and the complaints co-ordinator as appropriate to clarify what the complainant
feels would put things right;
* identifyingsolutionsand recommending courses of action toresolve problems;
* being mindful of the timescales to respond; and
* respondingtothe complainantin plainand clear language.

The person investigating the complaint should make sure that they:
* conductinterviewswith an open mind and be prepared to persistinthe questioning;
* keepnotesofinterviewsorarrangeforanindependentnotetakertorecord minutesofthe meeting.

The Panel Clerk (this could be Clerk to the Governors or the Complaints Coordinator)
The Clerk is the contact point for the complainant for the panel meeting and is expected to:-
* setthedate,timeandvenueofthehearing,ensuringthatthedatesareconvenienttoallpartiesandthat the venue and
proceedings are accessible;
* collateanywritten material and send it to the parties in advance of the hearing;
* meetandwelcomethe parties as they arrive at the hearing;
* record theproceedings;
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® circulate the minutes of the panel hearing;
* notify all parties of the panel’s decision;
* liaise with the complaints co-ordinator.

The Panel Chair
The Panel Chair has a key role in ensuring that:-
* the meeting isminuted;
* theremitofthepanelisexplainedtothecomplainantandboththeyandtheschoolhavetheopportunity of putting their
case without undue interruption;
* theissues areaddressed;
* keyfindings of fact are made;
* parents/carersandotherswhomaynotbeusedtospeakingatsuchahearingareputatease—thisis particularly
important if the complainant is a child/young person;
* thehearingisconductedinaninformalmannerwitheveryonetreatedwithrespectandcourtesy;the layoutoftheroom
willsetthetone—careisneededtoensurethesettingisinformalandnotadversarial;
* thepanelis open-minded and acts independently;
* nomemberofthepanelhasanexternalinterestintheoutcomeoftheproceedingsoranyinvolvementin an earlier stage of
the procedure;
* boththecomplainantandtheschoolaregiventheopportunity tostate theircase andseekclarity;
* writtenmaterialisseenbyeveryoneinattendance—ifanewissuearisesitwouldbeusefultogive everyonethe
opportunitytoconsiderandcommentuponit;thismayrequireashortadjournmentofthe hearing;
* liaise with the Clerk and complaints co-ordinator.

Panel Member
Panellists will need to be aware that:-

* itisimportantthatthereviewpanelhearingisindependentandimpartial,andthatitisseentobeso; Nogovernormay
sitonthepanelifthey have hadapriorinvolvementinthecomplaintorinthe circumstances surroundingit.

* theaimofthehearing,whichwillbeheldinprivate,willalwaysbetoresolvethecomplaintandachieve reconciliation
between the school and the complainant;
However,itmustberecognised thatthecomplainantmightnotbesatisfied withthe outcomeifthe hearing does not find
in their favour. It may only be possible to establish the facts and make recommendations which will satisfy the
complainant that his or her complaint has been taken seriously. many complainants will feel nervous and inhibited ina
formal setting;
Parents/carers often feel emotional when discussing anissue that affects their child. The panel chair will ensure thatthe
proceedings are as welcoming as possible.

* extracareneedstobetakenwhenthecomplainantisachild/youngpersonandpresentduringallorpart of the hearing;
Careful consideration of the atmosphere and proceedings will ensure that the child/young person does not feel intimidated.
The panel should respect the views of the child/young person and give them equal consideration to those of adults.
Ifthechild/youngpersonisthecomplainant,thepanelshouldaskinadvanceifanysupportisneededto help them present
their complaint. Where the child/young person’s parent is the complainant, the panel shouldgivetheparentthe
opportunitytosaywhichpartsofthehearing,ifany, thechild/youngperson needs to attend.
The parentshould be advised however that agreement might not always be possible if the parent wishes the child/young
persontoattenda partofthe meetingwhichthe panel considersnottobeinthe
child/young person’s best interests.

* Thewelfare of the child/young person is paramount.
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Appendix 4

Interviewing Best Practice Tips

Children/young people

Children/young people should be interviewed in the presence of another member of staff, orin the case of serious
complaints (e.g. where the possibility of criminal investigation exists) in the presence of their parents/carers.However, it
mightnotalwaysbepossibletoconductaninterviewincaseitprejudicesa LADO or policeinvestigation.

Careshould betakeninthese circumstances notto create anintimidatingatmosphere.
Children/youngpeopleshouldbetoldwhattheinterviewisaboutandthattheycanhavesomeonewith them.

Staff/Witnesses

Explainthecomplaintandyourroleclearlytotheintervieweeandconfirmthattheyunderstandthe complaints
procedure and theirroleinit.
Staffareallowedacolleaguetosupportthemattheirinterview.Thecolleaguemustnotbeanyonelikely to be interviewed
themselves, including their line manager.

Use open, not leading questions.

Do not express opinions in words or attitude.

Ask single not multiple questions, i.e. one question ata time.

Trytoseparate ‘hearsay’ evidencefromfactbyaskingintervieweeshowtheyknowaparticularfact.

Persist with questionsif necessary. Do not be afraid to ask the same question twice. Make notes of each answer given.
Dealwith conflictingevidence by seeking corroborative evidence. Ifthisis not available, discuss with the complaints co-
ordinator/ headteacher/ Chair of Governors the option of a meeting between the conflicting witnesses.
Makeaformalrecordoftheinterviewfromthewrittennotesassoonaspossiblewhilethememoryis fresh.Showthe
intervieweetheformalrecord,askifs/hehasanythingtoadd,andtosigntherecordas accurate.

Monitoring and Review:

The Headship team will carry out monitoring as part of the whole school monitoring schedule. This policy will be reviewed every
two years or when necessary.




