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Queen Elizabeth’s School
COMPLAINTS POLICY

Introduction

The Governors are proud of the quality of education the School provides and hope that there will be
no cause for concern or complaint. The School values feedback from parents and recognises that
although the School pursues best practice, parents may wish to raise a concern or even, in
exceptional circumstances, make a complaint relevant to their sons’ education and welfare. In these
circumstances the School’s Complaints Policy should be followed.

There are rare occasions where complainants treat staff in a way which is unacceptable and interferes
with the smooth running of the School and the education and safety of the pupils. Whilst the School
understands that some complaints may relate to serious issues, the School will not accept threatening,
disruptive or harassing behaviour under any circumstances.

This Policy sets out the School's complaints procedure which includes the School's procedure for
dealing with persistent complaints and harassment.

In this document —
“a concern” means a worry or anxiety; and
“a complaint” means a clear statement of dissatisfaction.

A concern can be expressed by a pupil, parent or a member of the public (including but not limited to
local residents, visitors to the School, employees of transport companies and staff of other schools).

The Governors are firm in the philosophy that the education of the pupils is a partnership between the
School and parents. The success of a partnership is dependent on the willingness of both parties to
communicate, to solve problems and to resolve difficulties in a spirit of co-operation rather than
conflict. The Bespoke Tutoring scheme provides a channel of communication for boys while pupils’
personal organisers are an effective means of two-way dialogue between the School and home.

The School aims, in the first instance, to resolve any concerns or complaints quickly and informally.
From our experience, the vast majority of concerns can be resolved satisfactorily by this means and
there is every intention that this shall continue to be the case.

Concerns by pupils and parents

Informal resolution

Stage One

Many problems can be resolved by a pupil himself by approaching his Form Tutor or Year Head.
However, the School understands that a pupil may want to involve his parents for the matter to be
taken further.

If parents wish to discuss a concern they should first contact the Form Tutor or Year Head. Concerns
regarding academic matters should be directed to the Head of the relevant department.
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The formal complaints procedure is set out below and will only be invoked when informal resolution
has not been impossible.

Formal resolution

Stage Two

Complaints by parents

If the concern cannot be resolved on an informal basis, parents are invited to put their
complaint in writing clearly stating that that they wish to make a formal complaint and address
it to the Year Head or to the Senior Manager of the relevant department if it is an academic
matter. If the complaint relates to the Year Head or the Senior Manager, then the complaint
should be directed to the Headmaster.

Parents who attempt to escalate their complaint at a later stage of the procedure will be
directed to follow the procedure from the correct stage.

In most cases, the Year Head or Senior Manager will contact the parents within five working
days of receiving the formal complaint by telephone or in writing. Parents may be required to
attend a meeting to discuss the matter further if necessary. It is possible that a resolution may
be reached at this stage.

If a resolution has still not been reached it may be necessary for the Year Head or Senior
Manager to undertake further investigations after which, a response to the formal complaint will
be provided in writing, usually within a further ten working days.

If parents are dissatisfied with the decision reached by the Year Head or Senior Manager,
parents are invited to pursue their complaint in writing to the Headmaster. If the complaint
relates to the Headmaster, then the complaint should be directed to the Chairman of
Governors. The Headmaster will carry out an investigation and will usually respond within five
working days. Parents may be required to attend a meeting with the Headmaster to discuss the
matter further.

Stage Three

Panel hearing

If parents are dissatisfied with the decision made having exhausted Stage Two, parents may
make a formal written complaint to the Chairman of Governors (Chairman) at the School
address stating their grounds of complaint in full, together with the reasons why they are
dissatisfied with previous decisions.

The Chairman may convene a panel of Governors to consider the formal written complaint and
provide a written response detailing their decision, usually within 10 working days.
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e The Chairman may, in appropriate circumstances, offer the complainant an opportunity to
present their complaint, in person, to the panel of Governors and if so a meeting will be
arranged as soon as reasonably practicable. The panel of Governors will aim to provide a
written response detailing their decision within 10 working days of the meeting.

e The panel of Governors may request further particulars of the complaint from the complainant
before reaching a decision or, if appropriate, in advance of any meeting and will request such
information at the earliest opportunity.

General

The Year Head will log the date and nature of the original complaint in the Central Register held by the
Headmaster’s Office and is responsible for tracking its progress until resolution is achieved.

The timings listed above are provided as guidelines only and are not intended to be fixed. Timescales
may be varied depending on the nature of the complaint and the level of investigation required.
Compilaints received during the School’s scheduled holiday periods will be dealt with as soon as
reasonably practicable and will not follow the timescales above.

The School’s internal complaints procedure is exhausted after Stage Three and there is no further
right of appeal under this Policy.

Parents can be assured that all complaints will be dealt with in a professional manner and will be
treated seriously and confidentially.

Complaints by members of staff
e Please refer to the Staff Grievance Procedure.
Complaints by members of the public

¢ Members of the public should raise their concerns by telephone or in writing to the Headmaster
who will appoint an appropriate person to deal with the complaint.

e The Headmaster will contact the member of public, usually within five working days with the
name of the person who will deal with the complaint (designated person).

e The designated person will investigate the complaint and will usually provide a response in
writing within a further ten working days. The Headmaster must approve the response and
retain a copy of it for the School’s records.

e The Headmaster will log the date and nature of the concern in the Central Register and is
responsible for tracking its progress until resolution is achieved.
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e As part of this process, personal information such as the name and contact details of the
complainant will need to be collected and stored — in order that the School can fulfil its
requirements as set out in this policy. Such personal data will be processed in compliance with
the School’s Data Protection Policy, meaning that it will be stored securely, only processed for
reasons relating to the complaint, and will be disposed of after the School has no further
reason or requirement to retain it. Complainants will be able to exercise their rights under data
protection law, in accordance with the School’s policy.

Anonymous Complaints

The School will not investigate complaints made anonymously unless there are exceptional
circumstances. Such circumstances could be that a complaint relates to matters of safeguarding and
child protection, issues covered in the School's Whistleblowing Policy, or alleges that a criminal
offence has been committed.

If complainants do not leave the School with a name and a means of contacting them, then the School
cannot be expected to update them on the progress or outcome of any investigation.

PERSISTENT COMPLAINTS AND HARASSMENT

What is a ‘persistent complainant’?

For the purposes of this Policy, a persistent complainant is a parent or member of the public who
engages in unreasonable behaviour when raising a concern and/or complaint. Examples of
unreasonable behaviour include (but are not limited to):

¢ Refusing to co-operate with the School’s complaints procedure as set out in this Policy whilst still
wishing their concern or complaint to be resolved;

o Actions which are out of proportion to the nature of the concern and/or complaint;

¢ Actions which are obsessive, persistent or repetitious, particularly when the School's complaints
procedure has been exhausted;

¢ Prolific correspondence or excessive email or telephone contact about a concern or complaint;

e Insistence on pursuing unjustified or unmeritorious complaints and/or unrealistic outcomes to
justified complaints;

e Actions which are pursued in an unjustifiable manner — for example, using abusive or threatening
language, making complaints in public, refusing to attend appointments to discuss the complaint;
and

e Actions which have a significant and disproportionate adverse effect on the smooth running of the
School, the education and welfare of the pupils, or the harmonious and respectful ethos which staff
and pupils work hard to maintain.
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What is ‘harassment’?

Harassment is the unreasonable pursuit of concerns and/or complaints, especially if the matter is
pursued in a way intended to cause distress or disruption rather than achieve resolution. Examples of
harassment include (but are not limited to):

o Behaviour which is deliberately targeted towards one or more members of staff;

e The manner in which the concern and/or complaint is pursued causes on-going distress to members
of staff;

o When concerns and/or complaints are pursued aggressively.

What can parents and members of the public expect from the School?

The School is committed to finding a successful resolution to concerns and/or complaints whether
raised formally or informally. In doing so, the School will follow the procedures described in this Policy
which is available from the School and published in the prospectus on the School’s web-site.

What does the School expect of parents and members of the public?

The School expects anyone who wishes to raise a concern and/or complaint to:
¢ Treat all staff with courtesy and respect;

¢ Respect the needs of pupils and staff within the School;

¢ Not pursue any complaint or concern with a member of staff either off the School premises, outside
the context of School or in any private capacity;

¢ Avoid violence or threats of violence towards people or property;

e Recognise the constraints under which staff work and allow the School a reasonable time to
respond to a complaint;

¢ Recognise that investigating and resolving a specific problem can sometimes take some time;

¢ Follow the Complaints Policy in full and abide by decisions arrived at by that procedure.

Persistent complainants or harassment procedure

Stage One

¢ Inform the complainant informally that his/her behaviour is now considered to be unreasonable or
unacceptable, and request a changed approach.

Stage Two

¢ Inform the complainant in writing that his/her behaviour is now considered to fall under the terms of
the persistent complainants and harassment procedure and detail the restrictions which will apply,
which may include (but are not limited to):
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All future meetings being conducted with a second member of staff present;

Notes of meetings may be taken;

The School will respond only to written communications (except in cases of emergency);
Access to any individual employee or all members of staff being denied.

Verbal or physical aggression

The School will not tolerate any form of verbal or physical aggression towards staff. If such
aggression occurs, the School’s response will be to:

e Immediately ban the individual from entering the School site;
¢ Request an anti-social behaviour order (ASBO);

¢ Prosecute under Anti-Harassment legislation.

The School will always consider legitimate hew complaints, even if the person making them is or has
been subject to the persistent complaints and harassment procedure. The School nevertheless
reserves the right not to respond to communications from individuals subject to such procedure if it
considers appropriate.

LINKED
PoOLICIES

Data Protection Policy
Equal Opportunities Policy
Staff Grievance Procedure
Whistleblowing Policy

000 DO

Approved by the Governing Body on 14 June 2018

B.R. Martin, Chairman of the Governing Body
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