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Hamilton Lodge School

Complaints Procedure 
Statement 

At Hamilton Lodge School, we undertake to provide a friendly and safe environment in which pupils and staff will be encouraged to achieve their potential. We recognise that sometimes things can go wrong and pupils, parents, carers and members of the public may need to make a complaint or raise concerns they have with the School. 

Members of staff who have a concern or complaint should follow the procedures laid out in the ‘Grievance Procedure’.

Complaints from parents/carers
Informal Stage
We would hope that most issues or concerns can be resolved informally and quickly by discussion with the relevant member of staff without the need for formal procedures. It is our intention that by taking concerns seriously at the earliest stage and dealing with them we can reduce the need for issues to develop into formal complaints. 

Parent/carers should make contact to discuss their concerns with the member of staff who knows about the issue or incident. If the complaint relates to a pupil, ideally the member of staff concerned should be directly involved with the pupil, for example, class teacher or form teacher.

Formal Stage

If a parent/carer wishes to make a formal complaint then the following three formal stages may apply:

Stage 1 

If a parent/carer is still dissatisfied after the informal stage, they, or the member of staff can refer the matter to the Head teacher. This can be done in writing, as this will often make the situation clear to all involved parties. There is a form at the end of this policy which can be used to help to record a complaint.

The Head Teacher will appoint a relevant member of staff to investigate the complaint. This member of staff will offer a meeting with the parent/carer or other complainant at a mutually convenient time.  At the meeting, and through discussion, the member of staff will clarify what the issues are. The hopes of what the parent/carer is trying to achieve will also be discussed. Together all parties will strive to agree an acceptable outcome. This should be to the satisfaction of all parties involved.  These should be written down and agreed by all parties so there is no misunderstanding.  Again parents/carers should be given a copy of this. The member of staff will report to the Head Teacher the outcome of the investigation and how the complaint was resolved.
If the issue is complex the member of staff may need to speak to other staff and pupils to investigate the concerns. 

Stage 2

After Stage 1 if the complaint is still not resolved to the parent/carer’s satisfaction, the complaint can be referred to the Head Teacher. This should be done in writing. The Head Teacher will offer to meet with the parent/carer or other complainant, at a mutually convenient time.  

The Head Teacher will investigate the complaint. At the meeting, and through discussion, the Head Teacher will clarify what the issues are. The hopes of what the parent/carer is trying to achieve will also be discussed. Together all parties will strive to agree an acceptable outcome. This should be to the satisfaction of all parties involved.  These should be written down and agreed by all parties so there is no misunderstanding.  Parents/carers should be given a copy of this.
If the Head Teacher is the subject of the complaint, the complainant should contact the Chair of Governors c/o Hamilton Lodge School.  

Stage 3

If the complaint is still not resolved to the parent/carer’s satisfaction then they should contact, in writing, the Chair of Governors c/o Hamilton Lodge School.   

The Chair of Governors will investigate the complaint and they will invite the complainant to a meeting. At the meeting, and through discussion, the Chair of Governors will clarify what the issues are. The hopes of what the parent/carer is trying to achieve will also be discussed. Together all parties will strive to agree an acceptable outcome. This should be to the satisfaction of all parties involved.  These should be written down and agreed by all parties so there is no misunderstanding.  Parents/carers should be given a copy of this.

All complaints will be recorded formally by the school in a central log which is held in the Head Teacher’s office.

The school will not consider complaints made more than one year after the incident/situation.  If a complaint is made about an issue that is over a year old the school will write to the complainant explaining why this is the case. 

Complaints can also be made to the Schools Independent Visitor. The Independent Visitor can be contacted through the Senior Administrative Assistant. 

Complaints can also be made directly to Ofsted by telephoning 08456 404045
Complaints from pupils

If pupils are not happy about something and want to complain they can do any of the things listed below:
· Tell their Form Tutor or Key Worker.

· Tell one of the Senior Care Officers.

· Tell Assistant Head of School (Support for Learning) or Head of Care
· If they can’t help they can tell Head Teacher.

· They can contact our Independent Person, when they visit or ask Reception for their e-mail address.

· They can minicom Childline on 0800 1111.

· They can contact Ofsted on 08456 404045 (helpline).

· They can talk to their parents or the person who looks after them.

· They can talk to a friend.

Complaints from staff
Complaints from staff should be dealt with under the School’s Grievance and Whistleblowing Policies.
Hamilton Lodge School Complaints Procedure

Please complete and return to Graham Sheppard, Head Teacher, who will acknowledge receipt and explain what action will be taken.

	Your name:



	Pupil’s name:



	Your relationship to the pupil:



	Address:

Postcode:

Day time telephone number:

Evening telephone number:



	Please give details of your complaint.

 

	What action, if any, have you already taken to try and resolve your complaint. (Who did you speak to and what was the response)?



	What actions do you feel might resolve the problem at this stage?



	Are you attaching any paperwork? If so, please give details.



	Signature:

Date:



	Official use

Date acknowledgement sent:

By who: 

Complaint referred to:

Date: 
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