The Livity School

Complaints

The Livity School aims to provide a positive learning experience for all of its
pupils and appropriate communication with their Parents/Carers. There may be
instances when this does not happen, for individuals, and we will need to resolve
any issues to resume effective working together.

A complaint is an expression of dissatisfaction, made, by a person or persons
involved in the school, but not employed at the school or on the governing body.
A complaint may be about the standard of teaching, the conduct, actions, or lack
of action, of members of teaching or non-teaching staff employed at the school
and anybody else working under the direction of the Headteacher, which affects
an individual or group.

A complaint can be received by any member of the school staff, they should then
inform the Headteacher of the nature of the complaint and the way in which it
was dealt with. All complaints will be treated as confidential. Only those
concerned with investigating the complaint will have access to the information.

The Headteacher can decide whether the gravity of an anonymous complaint
warrants investigation.

The following document demonstrates the stages we will go through in order to
resolve any issues.

Summary of the Complaints Procedure

The person making a complaint must engage in the
procedure for it to be investigated.

Stage 1

Many complaints can and should be dealt with informally. Usually by making
an appointment to discuss the issue, where a resolution can hopefully be
worked towards and achieved.

Taking further any further action within the complaints procedure will only
occur where the complainant is left dissatisfied with the outcome from the
informal stages.

If the complainant wishes further action to be taken, the complaint must be
made in writing to the Headteacher and should include the date, and the
name and address of the complainant.
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Where the complaint concerns the Headteacher or a governor, and cannot be
satisfactorily resolved by the Headteacher, the written complaint must be
passed to the Chair of Governors to be dealt with as outlined below. In these
cases, the Chair of Governors is advised to seek advice from the Head of
Human Resources or his/ her representative.

Stage 2

Complaints Dealt with by the Headteacher or the
Headteacher’s Representative

The written complaint should be promptly referred to the Headteacher who
will decide whether to delegate the investigation of the complaint to another
member of staff or whether to undertake the investigation him/ herself.

Where an incident has resulted in personal injury, the Headteacher must
inform the Chair of Governors and the Executive Director of Education
through the normal procedures with particular reference to the child protection
procedures if applicable.

The member of staff investigating the complaint will ensure that a written
acknowledgement is sent to the complainant within 5 working days of
receiving the complaint. This would include a brief explanation of the school’s
complaints procedure and will give a target date for providing a response
which should normally be within 10 working days.

The person investigating should speak or meet separately with all the
appropriate parties, including the complainant, in order to establish all the
facts relating to the complaint.

Once all the relevant facts have been established to the satisfaction of the
investigator, a written response to the complaint should be produced. This will
include an outline of the complaint, the main findings of the investigation and
the decision reached, and where appropriate, what action the school is
proposing to take to resolve the complaint. Where the investigation has been
delegated to a member of staff, the resultant report will be endorsed by the
Headteacher.

If the complainant wishes to pursue the complaint further, a written request
stating this must be sent to the Headteacher within 10 working days after
receiving the response.
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Stage 3

Complaints referred to the Governing Body

Where the complainant is dissatisfied with the outcome of the schools’
investigation, the Headteacher should send the written request for the
complaint to be heard by the Governing Body to the Chair of Governors and
an acknowledgement to the complainant.

Where the complaint concerns a Headteacher or a governor, and has been
directly addressed to the Chair of Governors, the matter should be referred to
the Headteacher and a response invited. The chair or Headteacher will then
respond to the complainant, who, if they are still dissatisfied, can request a
panel hearing.

An acknowledgement should be sent within 5 working days of receiving this
request and should inform the complainant that a panel of three governors
would be set up to hear the complaint within 30 working school days from the
date of the acknowledgement. This is the maximum time within which the
complaint must be heard.

The governing body will appoint a Complaints Panel to hear the complaint.
The Panel should ideally comprise of the Chair or Vice-Chair and two other
governors (not including the Headteacher or school staff governors).

The Chair/ Vice-Chair will write and inform the complainant, Headteacher and
other appropriate parties, of the date, time and place of the meeting at least 5
working days in advance of it. Any relevant documentation relating to the
complaint and information of the process of the Complaints hearing should
also be issued to all parties at this time.

Following the meeting the complaints Panel will then consider the complaint
and all the evidence presented and:

(a) reach a decision on the complaint and the reasons for it

(b)  decide upon the appropriate action to be taken to resolve the
complaint.

(c) where appropriate, suggest recommended changes to the schools
systems or procedures to try to ensure that complaints of a similar
nature are not made in the future.

The minutes of the meeting will be recorded and kept on file.






