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Bishop Rawstorne is a diverse, welcoming, Christian learning community committed to nurturing
respectful and responsible citizens, empowering ALL learners to flourish.
Fundamental to this Christian community is the belief that:
•
•

the ethos of the school reflects our Christian beliefs and spiritual values, creating an
environment that promotes positive behaviour;
we have a collective responsibility for the welfare of ALL people in our school community.

Complaints Procedures
It should be remembered that all complaints should be recorded on file.
Students:
It is an obligation to follow up student complaints and to investigate specific allegations where they
have been made. It is a necessity to keep a written record of questions asked and procedures
followed when looking into a complaint.
Staff:
Teaching staff have a direct line through their line-managers and the SLT. These complaints may
concern the specific behaviour of a student or students or could be related to unprofessional
conduct by colleagues. Once again there is a duty for all matters to be fully investigated and
recorded. Staff contracts include a grievance procedure and colleagues should remember that there
is a staff governor representative. Where a member of staff feels aggrieved with a Senior Leadership
decision, he/she is encouraged to talk to the staff governor representative or any of the other
governors initially. Subsequently there is the full grievance procedure included within the contract
which can be followed.
Parents:
See the Parental Complaints procedure that follows.
Bishop Rawstorne Church of England Academy has long prided itself on the quality of the teaching
and pastoral care provided to its students. However, if parents do have a complaint, they can expect
it to be treated by the school in accordance with this procedure.
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Stage 1 - Informal Resolution
It is hoped that most complaints and concerns will be resolved quickly and informally.
An informal complaint is referred to as a concern. Bishop Rawstorne Church of England Academy
will not log ‘concerns’ as a complaint. However the concern will be acted upon by the school. The
concern/issue will be investigated and the outcome made known, usually within five working days,
to the complainant.
If parents have a complaint they should normally contact their son/daughter’s Group Tutor or
classroom teacher in the first instance. In many cases the matter will be resolved straight away by
this means to the parents’ satisfaction. If the aforementioned member of staff cannot resolve the
matter alone, it may be necessary for them to consult the relevant Head of Year.
Complaints made directly to a member of SLT, Deputy Headteacher or Headteacher will usually be
referred to the relevant Head of Year.
The Group Tutor, classroom teacher or Head of Year will make a written record of all concerns and
complaints and the date on which they were received. Should the matter not be resolved within
five days or in the event that the school and the parent fail to reach a satisfactory resolution, then
parents will be advised to proceed with their complaint in accordance with Stage 2 of this Procedure.
Stage 2 - Formal Resolution
If the complaint cannot be resolved on an informal basis, then the parents should put their
complaint in writing to the Headteacher. The Headteacher will decide, after considering the
complaint, the appropriate course of action to take.
In most cases, the Headteacher will respond in writing, or, if appropriate, have a telephone
conversation with parents or meet with them, normally within five days of receiving the complaint,
If possible, a resolution will be reached at this stage. Once the Headteacher is satisfied that, so far
as is practicable, all of the relevant facts have been established, a decision will be made and parents
will be informed of this decision in writing. The Headteacher will also give reasons for his decision.
It may be necessary for the Headteacher to carry out further investigations.
The Headteacher will keep written records of all meetings and interviews held in relation to the
complaint.
If parents are still not satisfied with the decision, they should proceed to Stage 3 of this Procedure.
Stage 3 - Panel Hearing
If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution) they will be
referred to the Chair of Governors, Mr Andrew Marston, the member of the Governing Body
appointed to request the Clerk to the Governors to call hearings of the Complaints Panel.
The matter will then be referred to the Complaints Panel for consideration. The panel will consist
of at least three persons not directly involved in the matters detailed in the complaint, one of whom
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shall be independent of the management and running of the school. Each of the panel members
shall be appointed by the Board of Governors. The Clerk to the Governors will then acknowledge
the complaint and schedule a hearing to take place as soon as practicable and normally within ten
days.
If the panel deems it necessary, it may require that further particulars of the complaint or any
related matter be supplied in advance of the hearing. Copies of such particulars shall be supplied
to all parties not later than two whole days prior to the hearing.
The parents may be accompanied to the hearing by one other person. This may be a relative,
teacher or friend. Legal representation will not normally be appropriate.
If possible, the panel will resolve the parents’ complaint immediately without the need for further
investigation.
Where further investigation is required, the Panel will decide how it should be carried out. After
due consideration of all facts they consider relevant, the Panel will reach a decision and may make
recommendations, which it shall complete within ten days of the hearing. The Clerk to the
Governors on behalf of the Panel will write to the parents informing them of its decision and the
reasons for it. The decision of the Panel will be final. The Panel’s findings and, if any,
recommendations will be sent in writing to the parents, the Headteacher, the Governors and, where
relevant, the person complained about.
Parents can be assured that all concerns and complaints will be treated seriously and confidentially.
Correspondence, statements and records will be kept confidential except in so far as is required of
the school, including where disclosure is required in the course of the school’s inspection; or where
any other legal obligation prevails.
THE EDUC TION ND INSPECTION CT 2006
The Education and Inspections Act 2006 provides all schools with the power to impose ‘disciplinary
penalties’ where students’ behaviour falls below the standards which could be reasonably expected
of him/her whether because he/she fails to follow a school rule or an instruction by a member of
staff.
The power to impose ’disciplinary penalties’ extends to other schools / trips / college / work
placements / alternative provision / vocational centres a student may be attending for a particular
course and to situations where the student is not on the premises and is not under the lawful control
of a member of staff. It also covers penalties for a failure by the student to comply with a penalty
previously imposed on him/her.
The Act also makes it lawful for any school to impose a penalty as long as it is not in breach of any
statutory requirement or prohibition and it is reasonable.
In determining whether a disciplinary penalty was ‘reasonable’ it is the schools’ responsibility to
take the following into account:
•

Whether the penalty is a proportionate sanction in the circumstances-

COMPLAINTS PROCEDURE 2019 – 2020 – NOVEMBER 2019 - APPROVED by DHT

Page | 3

•
•

Any special circumstances which are known to the person imposing the penalty including
the students’ age.
Any special educational needs, any disability and any religious requirement affecting
him/her.

There may be occasions when a student’s behaviour and actions require a specific response, which
may not appear within this policy.
It is the Headteacher’s responsibility and at the Headteacher’s discretion, on such occasions, to
respond with appropriate sanctions given the nature of the student’s behaviour.
“Disciplinary penalties” must not be degrading and must respect Article 3 of the European
Convention of Human Rights contained within the Human Rights Act 1998. i.e. “No one shall be
subjected to torture or to inhuman or degrading treatment or sanction.”
COMPLAINTS
Parents wishing to challenge any sanction imposed by the school will need to contact the relevant
Head of Year in the first instance. If there is still disagreement with the decision made by the school,
parents should submit their concerns in writing in accordance with guidance in the ‘Complaints
Policy’ which can be found on the school website. Any complaint must be made in writing within
ten working days of the “incident”.
The Senior Leadership Team will then further investigate the issues raised and respond accordingly
in writing, at five working days after the receipt of the letter. Working days shall be defined as
school days.
•
•
•

•
•

•
•

Any correspondence from, or subsequent meetings that may be held in school are to involve
those with parental responsibility only.
Where any incident or complaint involves more than one student, each student will be dealt
with separately; this includes any meeting that may take place at school with parents.
During any form of communication with the school, be it by telephone, email, letter or faceto-face meetings, no form of aggression or abuse will be tolerated. At that point, the school
reserves the right to terminate any further communication other than written
correspondence.
Should any incident within school involve communication with the police, the school will
follow the express guidance of the police in terms of how the matter is dealt with and any
communication with parents.
Whilst we appreciate that matters arising may be sensitive or even distressing, we will not
provide an immediate response other than an acknowledgment, as we feel this does not
provide a thorough, well thought out and measured response that may be required in any
final decision made by the Senior Leadership Team.
Any meetings that take place regarding initial concerns raised or a possible subsequent
complaint will be organised at the discretion of the school, taking into account staff
availability and appropriate timing for such a matter.
Should the Complaints Policy process be commenced, then any sanction would be held in
abeyance until the process has been exhausted and a final judgement made. If a complaint
is not upheld, then the original sanction will be imposed.
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BISHOP RAWSTORNE CHURCH OF ENGLAND ACADEMY
INTERNAL COMPLAINTS LOG STAGE 2
Complaint reference number:

__________________________________________________

Name of Complainant:

__________________________________________________

Contact details:

__________________________________________________

________________________________________________________________________________
________________________________________________________________________________
Date of Receipt:

______________________

Received by: ____________________

How Received?

By form

By email

In writing

Personal visit

By representative (give details)

Other

Brief details of Complaint: ________________________________________________________
(You may attach additional sheet(s)
________________________________________________________________________________
________________________________________________________________________________
Outcome requested:

________________________________________________________

Date of acknowledgement of complaint:
(Within time-scale? YES/NO)

____________________________________________

Date of resolution: ______________________________________________________________
Details of Resolution (append relevant papers)
Date of confirmation of outcome:

__________________________________________________

(Within time-scale? YES/NO)

__________________________________________________

Other relevant information: ________________________________________________________
________________________________________________________________________________
Complainant wishes to proceed to Stage 3?

YES
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Complainant contacted re-opinion of timeliness and fairness?
BISHOP RAWSTORNE CHURCH OF ENGLAND ACADEMY
ACKNOWLEDGEMENT LETTER – STAGE 2

Date:
Dear:
RE:

__________________________

I am writing to acknowledge receipt of your complaint dated _______________.
Thank you for taking the trouble to contact us on this matter. I understand that the nature of your
concern is
____________________________________________________________________
________________________________________________________________________________
I have asked __________ to investigate this. She/he will attempt to resolve the matter as quickly
as possible and may contact you to discuss things further.
You will receive a full response in writing by __________ and we will contact you shortly afterwards
to confirm that you were satisfied with the way in which we dealt with the complaint.
In the meantime please do not hesitate to contact me should you require further information on
any aspect of our procedures.
Yours sincerely

Headteacher
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