Learn and Prosper School

Complaints Framework
This Complaints Framework outlines the structure and procedures for managing complaints at our school. It is based on government guidance, including the Department for Education's (DfE) Best Practice Guidance for School Complaints Procedures 2024, and complies with the Education (Independent School Standards) Regulations 2014 and other relevant legislation. Our aim is to ensure all complaints are handled objectively, effectively, and resolved wherever possible to the complainant’s satisfaction.

1. Introduction
1.1 Purpose of the Framework
This framework sets out how the school handles complaints in a clear, fair, and prompt manner. It encourages resolution at the earliest possible stage and ensures appropriate confidentiality and accountability internally. The policy also ensures that any learning from a complaint helps the school to improve its operations.
1.2 Scope of the Policy
This policy applies to any expression of dissatisfaction about actions taken or a lack of action by the school, staff, or governors, which affects an individual or group.
It applies to:
· Parents or carers of pupils registered at the school
· Members of the public with a legitimate interest in the school
It does not apply to:
· Child protection or safeguarding concerns, which must be referred immediately through the school’s safeguarding procedures
· Pupil exclusions (statutory guidance applies instead)
· Staff grievances or disciplinary matters, which are dealt with via the school's HR policies
· Admissions and matters relating to the provision of a broad and balanced curriculum (addressed through separate legal processes)
· Whistleblowing, which is covered by our Whistleblowing Policy
1.3 Legal and Statutory Framework
This framework is compliant with:
· The Education (Independent School Standards) Regulations 2014, Part 7
· The Education Act 2002
· The DfE’s Best Practice Guidance for School Complaints Procedures 2024
· Freedom of Information Act 2000
· UK General Data Protection Regulation (UK GDPR) and Data Protection Act 2018
· Keeping Children Safe in Education (September 2025)

2. Guiding Principles
2.1 Accessibility
The Complaints Policy is published on the school website and available in hard copy from the school office. Reasonable adjustments will be made for complainants who require support with accessibility, such as translation services or large print formats.
2.2 Timeliness
Complaints should be raised as soon as possible after the event giving rise to the complaint. The policy sets out clear timelines so complaints are managed efficiently and fairly, and complainants are kept informed.
2.3 Impartiality
All complaints will be handled without prejudgement or bias. Those instigating investigations or serving on complaints panels will not have any direct involvement in the complaint being raised.
2.4 Confidentiality
Complaint proceedings and records will be confidential, in accordance with the school’s data protection responsibilities. Information will only be shared if necessary to carry out the investigation and resolution process.
2.5 Resolution-Focused
The school values feedback and aims to resolve complaints early and constructively. The process prioritises a fair outcome for all parties involved and uses complaints as opportunities for reflection and improvement.

3. Types of Complaints Covered
3.1 Complaints Handled Under This Policy
This policy applies to most complaints, including:
· Quality of teaching and learning
· Conduct or actions by members of staff
· Inadequate response to earlier concerns
· Unfair application of school policies
· Poor communication or administrative errors
3.2 Issues Not Covered
This policy does not apply to the following complaints, which are managed under different statutory processes:
· Safeguarding concerns – refer to the Safeguarding and Child Protection Policy
· Admissions or exclusions – follow statutory appeals processes
· Staff grievances or disciplinary actions – handled as internal personnel matters
· Whistleblowing – see the Whistleblowing Policy
· Complaints about National Curriculum content – refer directly to the Department for Education

4. The Complaints Process Stages
4.1 Stage 1: Informal Resolution
In most cases, concerns or complaints should be raised directly with the member of staff involved or with the class teacher. This offers an opportunity to resolve misunderstandings swiftly and amicably.
The school encourages early engagement and informal dialogue. If the matter is not resolved after informal discussion, or if the concern is serious, the complainant may move to the formal stage.
In order to support this process, the concern should be raised within 10 school days of the alleged issue or event.
4.2 Stage 2: Formal Complaint
If the complainant is dissatisfied with the response at the informal stage, they should raise a formal complaint in writing to the headteacher (or to the Chair of Governors if the complaint concerns the headteacher).
4.2.1 Submission
A formal complaint should include:
· The nature of the complaint
· Relevant documents or evidence
· Steps already taken to resolve the issue
· What the complainant considers a fair resolution
If needed, the school will provide a written form or accessible alternative to support submission.
4.2.2 Acknowledgement
The headteacher or nominated member of staff will acknowledge receipt of the complaint within 5 school days.
4.2.3 Investigation
A full investigation will be carried out. This may involve:
· Interviews with staff and pupils (with appropriate consent)
· Review of school records, logs or documents
· Consideration of school policy and procedures
The investigation will usually conclude within 20 school days. If additional time is needed, the complainant will be informed in writing.
4.2.4 Decision and Response
The complainant will receive a formal response in writing, setting out:
· A summary of findings
· Whether the complaint is upheld (in full or in part)
· Proposed actions or remedies, if any
· Notification of the right to proceed to Stage 3 if dissatisfied
4.3 Stage 3: Review by a Complaints Panel
If the complainant is not satisfied with the Stage 2 response, they may request a hearing with a complaints panel.
4.3.1 Request for Panel Hearing
This request should be made in writing within 10 school days of receiving the Stage 2 outcome. The letter must clearly outline areas of dissatisfaction.
4.3.2 Constitution of the Panel
The panel will consist of three members who have no prior involvement in the complaint. At least one member will be independent of the running of the school (as per the Independent School Standards).
4.3.3 Panel Hearing
The panel will convene within 20 school days of the request, unless there are exceptional circumstances. Both the complainant and the school may submit evidence in advance.
Both parties are entitled to bring someone for support, such as a friend or union representative – though not legal representation.
The panel will consider:
· The previous outcomes and reasons
· Compliance with the procedures
· Whether further investigation is necessary
· Possible means of resolving the issue
4.3.4 Panel Decision
The panel’s decision is final. A written outcome will be provided within 10 school days, summarising:
· The panel’s findings
· Whether the complaint is upheld (in full or in part)
· Recommendations if appropriate
· Any actions to be taken
A copy of the findings will be sent to the complainant, the headteacher, and the governing board, and will be available for inspection on the school premises.

5. Record Keeping and Reporting
5.1 Recording Complaints
The school will keep written records of all formal complaints, including:
· Nature of the complaint
· Actions and decisions taken
· Outcomes at each stage
The school will also record whether the complaint was resolved at Stage 1, 2 or 3.
5.2 Retention of Records
Complaint records will be stored securely and retained in accordance with the Information and Records Management Society (IRMS) Toolkit and the school’s Data Protection Policy.
5.3 Reporting to Governors
The headteacher will provide anonymised data to the governing board as part of the school’s quality assurance and improvement process.
Patterns or recurring themes will be reviewed to inform school development planning.

6. Unreasonable Complaints
6.1 Managing Vexatious or Abusive Complaints
The school values genuine complaints but has discretion to manage unreasonable or persistent complainants. According to DfE guidance, these may include:
· Repeated complaints on the same issue with no new evidence
· Excessive demands on staff time
· Aggressive or abusive speech or behaviour
· Unsubstantiated or malicious claims
Where this is the case, the school may limit or restrict contact with the complainant. The complainant will be informed in writing with justification and may appeal to the Chair of Governors.
6.2 Complaints from Serial Complainants
The school will not automatically refuse complaints from individuals who have previously complained. Each complaint will be considered on its own merit and handled in accordance with this procedure where appropriate.

7. Public Availability and Policy Review
7.1 Publication
This policy is available:
· On the school website
· As a hard copy upon request at the school office
· In accessible formats upon request
7.2 Review Cycle
This policy is reviewed by the headteacher and governing board every three years or in response to any changes in legislation or statutory guidance.

8. Links to Other Policies
This Complaints Policy should be read alongside:
· Behaviour Policy
· Safeguarding and Child Protection Policy
· SEND Policy
· Whistleblowing Policy
· Data Protection Policy
· Staff Grievance and Disciplinary Procedures
· Admissions and Exclusions Policies

Note: Ofsted do not investigate individual complaints but may consider any evidence that a school is failing to meet standards or protect children. Copies of complaints made to the school may be requested as part of an inspection.
