Policy Title:

Complaints

Policy Reference:

Function: For Information and Guidance when making a
formal complaint against the Academy.

Status: Statutory

Audience: Parents, Governors, Principal, Teachers, Support
Staff, DCSF

Ownership / The Principal and the Governing Body have overall

Implementation

responsibility for ensuring that this policy is
implemented.

Version:

Adopted V1.1

Issued for:

For Information

Date for Review:

2010




THE OXFORD ACADEMY

The Oxford Academy is a learning environment at the heart of its community. We
promote care and respect, and expect high standards in all aspects of Academy life.

We aim to build a community clearly based on a Christian ethos, recognising the
integrity and the unique value of each individual. We aim to build self-esteem, model
conflict resolution and protect the vulnerable. We are committed to justice and
compassion. Mutual respect and trust are central within the Academy.

Our vision for The Oxford Academy is based on the following beliefs:

« Education matters in society: the provision of a well ordered, stimulating learning
environment is a common right for all our children.

e The Academy should articulate social and moral values and respect for others,
irrespective of their class, sex, race or religion.

e The Academy will promote the highest achievement in youngsters, irrespective of
their abilities or self-expectations. Competition and collaboration are both equally
important to learning. The aspirations of all our students will be nurtured.

« The Academy will celebrate students’ achievements and challenge fixed notions
of ability. We will value and reward young people’s verbal, practical, academic,
sporting, artistic and leadership skills.

e An effective and flourishing Academy should be ‘public’ rather than ‘private’,
explaining to parents what is being taught and how the curriculum is being
interpreted. It should be open to praise and constructive feedback in a genuine
spirit of partnership.

e An effective Academy should work closely with neighbouring schools to improve
opportunities for children and young people.

e The work of the Academy will be underpinned at all times by its ultimate aim — to
improve standards, achievement and the life chances of young people. The
Oxford Academy is to be, first and foremost, a place of high quality learning and
teaching for young people aged 11-19.

This policy, and its associated procedures and protocols, is based on these key
principles.



Complaints Policy

This policy should be used in conjunction with the DfES Guidance (School Complaint
Procedure — 22 May 2003) and alongside the Academy’s Home/School Agreement.

Introduction

The majority of issues raised by parents, or pupils, are concerns rather than
complaints. The Oxford Academy is committed to taking concerns seriously, at the
earliest stage, in the hope of keeping the number of formal complaints to a minimum
and without recourse to formal procedures. However, in those instances where a
parent doesn’t feel a concern has been addressed, or it is of sufficient gravity, then the
Academy’s formal complaints procedure should be used. The prime aim of the
Academy’s policy is to resolve the complaint as fairly and speedily as possible. Formal
complaints will be dealt with in a sensitive, impartial and confidential manner.

“Schools might wish to nominate a member of staff to have responsibility for the
operation and management of the school complaints procedure. They could be termed
the school's ‘complaints co-ordinator’. In smaller schools this may often be the
Headteacher or Principal.”

DfES Guidance

The following details outline the stages that can be used to resolve parental
complaints.

The Oxford Academy'’s Policy has four main stages.
In summary they are as follows:-

e Stage 1 — A concern is raised informally with an appropriate member of staff. If
the matter is not resolved, then it goes to:-

e Stage 2 — The school receives a formal written complaint. If the matter is not
resolved, then the complaint goes to:-

e Stage 3 — The Principal hears the details of the complaint and arranges a further
investigation. If the matter is still not resolved, then the complaint goes to:-

e Stage 4 - The Governing Body’'s Complaints’ Appeal Panel for a formal hearing
of the complaint.

Stage 1 — Raising a concern

Concerns can be raised with the Academy at any time and will often generate an
immediate response, which will resolve the concern. Apart from the Academy’s normal
Parental Consultation Evenings, or other arranged meetings with specific staff, the
school requests that parents make their first contact with their son’s/daughter’'s Form
Tutor or designated member of staff, which in the next instance is the Subject Co-
ordinator. On some occasions the concern raised may require investigation, or



discussion with others, in which case there will be an informal but informed response
within a day or two. It is anticipated that the vast majority of concerns will be
satisfactorily dealt with in this way.

Stage 2 — Making a complaint

Formal complaints should be put in writing and sent to the Academy, addressed either
to the Principal or a designated member of staff. The complaint will be logged,
including the date it was received. The Academy will normally acknowledge receipt of
the complaint within two days of receiving it. In many cases this response will also
report on the action the school has taken to resolve the issue. Alternatively, a meeting
may be convened to discuss the matter further. This meeting will normally take place
within five working days of the receipt of the formal complaint but in any case within
no more than ten working days. If, on the other hand, it is felt that the matter is too
serious to be dealt with at this stage, then the matter will be passed directly to the
Principal* (see stage 3 below). The aim will be to resolve the matter as speedily as
possible.

Stage 3 — Further Investigation

If the matter has not been resolved at Stage 2, or it is felt that the matter is too serious
to be dealt with at Stage 2, the Principal, or another designated member of staff, will
undertake a further investigation. Following the investigation, the Academy will
normally give a verbal or writing response within five working days but in any
case within no more than ten working days.

* N.B. In cases where the matter concerns the conduct of the Principal, both the
Governing Body and the Principal will be informed of the complaint and the Governors
will arrange for the matter to be further investigated. The Academy will normally give a
response within five working days but in any case within no more than ten
working days.

Stage 4 — Appeal

If the matter has still not been resolved at Stage 3, then the Academy will advise the
complainant of the right to refer to the Governing Body. Complainants should send
their written complaint to the Chair of Governors asking for the matter to be
considered by the Governors’ Appeal Panel with delegated powers to hear complaints.
The hearing will normally take place within ten working days of the receipt of the
written request for Stage 4 investigation.

The aim of the Appeal panel hearing is to impartially resolve the complaint and to
achieve reconciliation between the Academy and the complainant. All parties will be
notified of the Panel’s decision in writing within three working days after the date of
the hearing. The letter will also contain details of any further rights of redress
available.



N.B:-

e All correspondence, statements and records of complaints are to be kept
confidential.

e Written records of all complaints indicating whether they were resolved at
the preliminary stage, or whether they proceeded to a hearing panel.

e The Governors’ appeal hearing is the last Academy-based stage of the
complaints’ process.

Monitoring, Evaluation and Review

The Governing Body will review this policy at least every two years and assess its
implementation and effectiveness. The policy will be promoted and implemented
throughout the Academy.



Appendix: Complaints Procedure
Stage One: Complaint Heard by Staff Member

It is in everyone’s interest that complaints are resolved at the earliest possible stage.
The experience of the first contact between the complainant and the Academy can be
crucial in determining whether the complaint will escalate. To that end, if staff are
made aware of the procedure, they know what to do when they receive a complaint.

The Academy respects the views of a complainant who indicates that he/she would
have difficulty discussing a complaint with a particular member of staff. In these cases,
the Complaints Co-ordinator (David Baron) can refer the complainant to another staff
member. Where the complaint concerns the Principal, the Complaints Co-ordinator
can refer the complainant to the Chair of Governors.

Similarly, if the member of staff directly involved feels too compromised to deal with a
complaint, the Complaints Co-ordinator may consider referring the complainant to
another staff member. The member of staff may be more senior but does not have to
be. The ability to consider the complaint objectively and impartially is crucial.

Where the first approach is made to a governor, the next step is to refer the
complainant to the appropriate person. In normal circumstances governors will not be
involved at the early stages in case they are needed to sit on a panel at a later stage
of the procedure.

Stage Two: Complaint Heard by Principal

At this point, the complainant may be dissatisfied with the way the complaint was
handled at stage one as well as pursuing their initial complaint. The Principal may
delegate the task of collating the information to another staff member but not the
decision on the action to be taken.

Stage Three: Complaint Heard by Governing Body Complaints Appeal Panel

If still dissatisfied the complainant needs to write to the Chair of Governors giving
details of the complaint. The Chair, or a nominated governor, will convene a
Governing Body complaints panel none of whose members will have been directly
involved in previous consideration of the complaint. One of the members of the panel
must be independent of the management and running of the Academy.

The governors’ appeal hearing is the last Academy-based stage of the complaints
process, and is not convened to merely rubber-stamp previous decisions.

Individual complaints would not be heard by the whole Governing Body at any stage,
as this could compromise the impartiality of any panel set up for a disciplinary hearing
against a member of staff following a serious complaint.



The Remit of the Complaints Appeal Panel

The panel can:

dismiss the complaint in whole or in part;

uphold the complaint in whole or in part;

decide on the appropriate action to be taken to resolve the complaint;
recommend changes to the Academy’s systems or procedures to ensure that
problems of a similar nature do not recur.

There are several points which any governor sitting on a complaints panel needs to
remember:

a.

It is important that the appeal hearing is independent and impartial and that it is
seen to be so. No governor may sit on the panel if they have had a prior
involvement in the complaint or in the circumstances surrounding it. In deciding
the make-up of the panel, governors need to try and ensure that it is a cross-
section of the categories of governor and sensitive to the issues of race, gender
and religious affiliation.

The aim of the hearing, which needs to be held in private, will always be to
resolve the complaint and achieve reconciliation between the Academy and the
complainant. However, it has to be recognised the complainant might not be
satisfied with the outcome if the 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.

Extra care needs to be taken when the complainant is a child. Careful
consideration of the atmosphere and proceedings will ensure that the child does
not feel intimidated. The panel needs to be aware of the views of the child and
give them equal consideration to those of adults. Where the child’s parent is the
complainant, it would be helpful to give the parent the opportunity to say which
parts of the hearing, if any, the child needs to attend.

. Where the complainant is a parent they should be allowed to attend the panel

hearing, and, if they wish, to be accompanied.

The governors sitting on the panel need to be aware of the complaints
procedure.

Roles and Responsibilities

The Role of the Clerk

The Clerk is the contact point for the complainant and required to:

set the date, time and venue of the hearing, ensuring that the dates are
convenient to all parties and that the venue and proceedings are accessible;
collate any written material and send it to the parties in advance of the hearing;



= meet and welcome the parties as they arrive at the hearing;
= record the proceedings;
= notify all parties of the panel’s decision

The Role of the Chair of the Governing Body or the Nominated Governor
The Nominated Governor role:

= check that the correct procedure has been followed;
= if a hearing is appropriate, notify the Clerk to arrange the panel;

The Role of the Chair of the Panel
The Chair of the Panel has a key role, ensuring that:

= the remit of the panel is explained to the parties and each party has the
opportunity of putting their case without undue interruption;

» the issues are addressed,;

= Kkey findings of fact are made;

» parents and others who may not be used to speaking at such a hearing are put at
ease;

» the hearing is conducted in an informal manner with each party treating the other
with respect and courtesy;

» the panel is open minded and acting independently;

= no member of the panel has a vested interest in the outcome of the proceedings
or any involvement in an earlier stage of the procedure

= each side is given the opportunity to state their case and ask questions;

= written material is seen by all parties. If a new issue arises it would be useful to
give all parties the opportunity to consider and comment on it;

= written records are kept.

Notification of the Panel’s Decision

The Chair of the Panel needs to ensure that the complainant is notified of the panel’s
decision, in writing, within four weeks. The letter needs to explain if there are any
further rights of appeal and, if so, to whom they need to be addressed. The
complainant, proprietors and headteachers, and, where relevant, the person
complained about, should be given a copy of any findings and recommendations. The
letter needs to explain if there are any further rights of appeal and, if so, to whom they
need to be addressed.



