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Clarendon Cottage Preparatory School Complaints Procedure

This procedure is applicable to the whole school, including the EYFS

Although few and far between the school is anxious to resolve any complaints that parents may have about the school (or nursery school) and to correct any deficiency or shortcoming as soon as possible. In order to help with this the following procedure should be followed if you feel you have a complaint with the school.

Stage 1-Informal Complaint

Initially you should raise your complaint verbally, either in person or if this is not possible, by telephone. Depending upon the nature of your complaint this would normally be your child’s class teacher or the Deputy Head. Staff members will log in complaints received in the complaints log.

If this is not appropriate or your complaint has not been resolved to your satisfaction by more junior staff, then you must make your complaint to the Head of the Prep School. This should be done by either arranging a meeting or by speaking to the head on the telephone or writing to her. She may need some time to investigate but you would normally have a response within 48 hours, even if it is just to update you as to where the investigation is.

Should the matter not be resolved within 15 school working days, or in the event that the member of staff and the parent fail to reach a satisfactory resolution, then parents may proceed with their complaint in accordance with formal resolution procedure below.

Stage 2- Formal Complaint

If you are not satisfied with the findings and actions provided by the head as a product of the informal procedure above, then you should put your complaint in writing and address this to the head; this should be submitted to the school office marked ‘Private & Confidential’. The head will review your complaint and you will be invited to attend a formal meeting within 5 days of receipt of the Formal Complaint. If the complaint is submitted outside of term time a revised timescale may be implemented.

Following the meeting it may be necessary for the Headteacher to carry out further investigations. The Headteacher will keep written records of all meetings and interviews held in relation to the complaint. Once the Headteacher is satisfied that, so far as is reasonably practicable, all of the relevant facts have been established, she will make a decision and parents will be informed of this decision, in writing, within 20 days of having received the complaint

At this stage copies of the complaint letter & response will be sent for reference to the Directors and Advisory Body to the Directors.

Stage 3- Panel Hearing

It is rare for concerns not to be resolved by the above methods, but if you wish to take it further this can only be made after an approach has been made to the Headteacher and a formal meeting has taken place.

If you remain unsatisfied with the outcome of the review described above and you wish the matter to be considered further, then you must inform the directors of this in writing, stating your reasons within 10 working days. Letters are to be submitted via the school office marked FAO. Directors, Private & Confidential.

The Head will now arrange for an independent panel to adjudicate based on written evidence and submissions from yourself and the school. The Panel will consist of at least three people who are not directly involved in the matters detailed in the complaint. One serving School Governor, a member of the Directors team and, in addition, a suitable person who is independent of the management or governance of the School. The Panel members, who should not have had any direct involvement with matters detailed in the complaint, will be appointed by the Chair of Governors. The panel hearing will take place within 20 school working days, although different time scales may apply in school holidays.

If the Panel deems it necessary, it may require that further particulars of the complaint or any related matter be supplied in advance of the hearing. Copies of such particulars will be supplied to relevant parties not later than 3 days prior to the hearing.

The parents may be accompanied at the hearing by one other person, who may be a relative, teacher or friend. Legal representation will not, however, normally be appropriate.

If possible, the Panel will resolve the parents’ complaint at the time of the hearing, without the need for further investigation.

Where further investigation is required, the panel will decide how it should be carried out. After due consideration of all facts they consider to be relevant, the Panel will reach a decision and may make recommendations.

Outcome –The panel will make its findings known in a written report, normally within 28 days (excluding holidays); to the head teacher, board of governors, directors, complainant, and where relevant, the person complained about. It will set out its findings, together with any recommendations. This is the end of the complaints procedure. If found to be at fault the school will, where possible and practical, act upon the panel’s findings and any recommendations.

NB. Should a complaint be received immediately prior to, or during a holiday period, the time scale is extended to begin from the first day of the new term.

The decision of the panel will be final.

Additions:

1. Parents of EYFS children will be notified of the outcome of an EYFS complaint within 28 days.

2. Independent Panel Member – ‘Our general view is that people who have held a position of responsibility and are used to scrutinising evidence and putting forwards balanced arguments would be suitable. Examples of persons likely to be suitable are serving or retired business people, civil servants, heads or senior members of staff at other schools, people with a legal background and retired members of the Police Force might be considered.’ DFE

3. Written records will be kept of all complaints from the formal stage, indicating whether they were resolved at the preliminary stage, or whether they proceeded to panel hearing.

4. All correspondence, statements and records of complaints will be kept confidential, except where the Secretary of State or a body conducting an inspection of Section 162A of the 2002 Act, as amended requests access to them.

7. The school recognises and acknowledges your entitlement to complain and we hope to work with you in the best interests of the children in our care. Parents of children in the EYFS who, after following the complaints procedure, are still not satisfied have the right to complain to Ofsted on 0845 6014772 or ISI on 020 7600 0100. Parents within the Prep School (5 – 11 years) may also wish to contact the Independent Schools’ Inspectorate, www.isi.net.

8. Correspondence, statements and records relating to a formal complaint will be stored securely for three years.

9. Complaints Records to date:

	
	Formal Complaints Record

	Academic Year 2019 - 2020
	0

	Academic Year 2020 - 2021
	0

	Academic Year 2021 - 2022
	0

	Academic Year 2022 – 2023
	0

	Academic Year 2023 - 2024
	0

	Academic Year 2024 - 2025
	0

	Academic Year 2025 - 2026
	2
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