The White House Preparatory School

Woodentops Kindergarten and Woodentops Day Nursery
PREP SCHOOL and EARLY YEARS

COMPLAINTS POLICY and PROCEDURE  (6)
The White House Preparatory School and Woodentops Kindergarten and Day Nursery aims to be a listening and responsive school. We encourage pupils, parents and staff to inform us of their concerns while they are still minor ones which can more easily be resolved. It is hoped that most concerns and complaints will be resolved quickly and informally. Last academic year there were no formal complaints.

PUPILS 
· Pupils who have concerns or complaints should in the first instance talk to their Class Teacher or Nursery Key Worker. 

· If the resolution is more complex, issues may then be passed on to the Headteacher, Head of Early years or Principal. 

· A written record will be kept of all significant concerns and complaints, the date on which they were received and the details of the subsequent investigation. 

· Pupils should always be kept informed, both of how the matter has been investigated and of the resolution. 

· There should normally be an agreed resolution within 14 days. 

· If parents become formally involved the procedure described below will apply. 

PARENTS 

Stage 1- Informal Resolution 
· Parents who have any concerns or complaints should normally contact the teacher concerned (if it is an academic matter) or the Class Teacher / Key Worker (if it is a pastoral matter) in the first instance, either by letter or by telephone or in person. Staff will always liaise closely with the Headteacher, Head of EarlyYears or Principal when dealing with parental concerns and complaints. 

· We will endeavour to acknowledge such letters or telephone calls within 48 hours (excluding weekends and holidays) of their receipt and to inform parents of how we intend to investigate the matter. 

· A written record will be kept of all concerns and complaints, the date on which they were received and the details of the subsequent investigation. 

· A letter will always be written to parents as a “closure”, indicating how the issue has been dealt with and what the outcome is. 

· In the event of a failure to reach a satisfactory resolution parents will be advised to pursue their complaint in accordance with the Stage 2 procedure set out below. 
Stage 2 – Formal Resolution 
· Parents whose complaint has not been resolved by the Stage 1 process, the Headteacher will speak to the parents concerned, normally within 28 days of receiving the complaint, to discuss the matter. If possible, a resolution will be reached at this stage.
· The Headteacher / Head of Early Years and Principal will decide, after considering the complaint, the appropriate course of action to take. 

· Normally there will be a meeting with the parents concerned to discuss the complaint within 7 days of receiving it. 

· The Headteacher/ Head of Early Years and Principal will then carry out any necessary further investigations. 

· Written records of all meetings and interviews held in relation to the complaint will be maintained. 

· Once the Headteacher/Head of Early Years and Principal is satisfied that, so far as is practicable, all of the relevant facts have been established, a decision will be made and parents will be informed of this decision in writing. The Headteacher/Head Of Early Years and Principal will also give reasons for the decision. 

· If parents are still not satisfied with the decision, they should proceed to Stage 3 of this procedure. 

Stage 3 – Panel Hearing 
· If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution), they will be referred to the Complaints Panel. 

· The Panel will consist of at least three persons not directly involved in the matters detailed in the complaint, one of whom is independent of the management and running of the school. Each of the Panel members shall be appointed by the school. The Panel, will then acknowledge the complaint and schedule a hearing to take place as soon as practicable and normally within 21 days. 
· 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 shall be supplied to all parties not later than 7 days prior to the hearing. 

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

· If possible, the Panel will resolve the parents’ complaint immediately 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 relevant, the Panel will reach a decision and may make recommendations, which it shall complete within 7 days of the hearing. 

· The Panel will write to the parents informing them of its decision and the reasons for it. The decision of the Panel will be final. The Panel’s findings and, if any, recommendations will be sent in writing to the parents, the Head, and where relevant, the person about whom the complaint was made. 

Parents can be assured that all concerns and complaints will be treated seriously and confidentially. Correspondence, statements and records will be kept confidential except in so far as is required of the school by paragraph 6(2)(j) of the Education (Independent Schools Standards) Regulations 2003; where disclosure is required in the course of the school’s inspection; or where any other legal obligation prevails
EYFS Procedure 
In the event of complaints regarding EYFS the above procedures. All written complaints relating to the fulfilment of the EYFS requirements, complainants will be notified of the outcome of the investigation within 28 days of receiving the complaint.
WRITTEN COMPLAINTS RELATING TO THE REQUIREMENTS UNDER THE STATUTORY FRAMEWORK FOR THE EYFS: The Whitehouse Preparatory School and Woodentops Kindergarten and Day Nursery will provide Ofsted, on request, with a written record of all complaints made during any specified period, and the action which was taken as a result of each complaint.  The record of any such complaints will be kept for at least three years.
COMPLAINTS TO OFSTED REGARDING EYFS SERVICE PROVIDERS: Parents may also complain directly to Ofsted if they wish.  Ofsted may be contacted on 0300 123 4234 or by email: enquiries@ofsted.gov.uk
COMPLAINTS TO ISI REGARDING EYFS SERVICE PROVIDERS: Parents may also complain to ISI if they wish.  ISI may be contacted on 020 7600 0100 or by email: concerns@isi.net

Recording Complaints
Following resolution of a complaint, the school will keep a written record of all complaints for three years, whether they are resolved at the preliminary stage or proceed to a panel hearing. At the school's discretion, additional records may be kept which may contain the following information: 

· Date when the issue was raised

· Name of parent

· Name of pupil

· Description of the issue

· Records of all the investigations (if appropriate)

· Witness statements (if appropriate)

· Name of member (s) of staff handling the issue at each stage

· Copies of all correspondence on the issue (including emails and records of phone conversations) 

Correspondence, statements and records relating to individual complaints will be kept confidential except to the extent required by paragraph (k) of Schedule 1 to the Education (Independent Schools Standards) (England) Regulations 2010, by the Secretary of State or where disclosure is required by the ISI under Section 162A of the Education Act 2002 (as amended), or under other legal authority.  

PROCEDURE FOR DEALING WITH COMPLAINTS FROM STAFF
The White House Preparatory School and Woodentops Kindergarten and Day Nursery aims to be a listening and responsive school. We encourage pupils, parents and staff to inform us of their concerns while they are still minor ones which can more easily be resolved. It is hoped that most concerns and complaints will be resolved quickly and informally. 

DISCIPLINARY PROCEDURE

Disciplinary procedures are explained in the Policy document ‘Dismissal & Grievance Procedure. It is school policy that the following procedure should be followed when an employee is being disciplined or dismissed. The procedure provides that in normal cases an employee will be given a series of warnings before discipline or dismissal is contemplated. The stages of the procedure that apply when a disciplinary penalty, eg demotion or dismissal, is applied.

Matters which may be dealt with under this disciplinary and dismissal procedure include discipline and dismissal for the following reasons:

· misconduct 

· sub-standard performance 

· harassment or victimisation 

· misuse of company facilities including computer facilities (eg E-mail and the Internet) 

· poor timekeeping 

· unauthorised absences

Minor cases of misconduct and most cases of poor performance may be dealt with by informal advice, coaching and counselling. An informal oral warning may be given, which does not count as part of the formal disciplinary procedure. No formal record of this type of warning will be kept.

If there is no improvement or the matter is serious enough, you will be invited to a disciplinary meeting at which the matter can be properly discussed. You will be allowed to bring a work colleague or trade union representative to the meeting. The outcome of the meeting will be communicated to you. There are the following possible outcomes.

Oral warning

In the case of minor infringements you may be given a formal oral warning. A note of the oral warning will be kept on your file but will be disregarded for disciplinary purposes after a specified period (eg six months). You have the right to appeal against a formal oral warning.

Written warning

If the infringement is more serious or there is no improvement in conduct after a formal oral warning you will be given a formal written warning giving details of the complaint, the improvement or change in behaviour required, the timescale allowed for this, the right of appeal and the fact that a final written warning may be given if there is no sustained satisfactory improvement or change. A copy of the written warning will be kept on file but will be disregarded for disciplinary purposes after a specified period (eg 12 months).

Final written warning

Where there is a failure to improve or change behaviour while a prior formal written warning is still in effect, or where the infringement is sufficiently serious, you may be given a final written warning. This will give details of the complaint, warn that failure to improve will lead to dismissal and refer to the right of appeal. The final written warning will be kept on file but will normally be disregarded for disciplinary purposes after a specified period (eg 12 months).

Dismissal

If your conduct or performance still fails to improve the final step will be to contemplate dismissal, or taking action short of dismissal, eg demotion. If  we are contemplating dismissing you or applying some other disciplinary penalty, we will begin the following procedure.

Step 1: We give you a written statement and call a meeting to discuss the matter

We will set out in writing your alleged conduct, characteristics or other circumstances which led us to contemplate dismissing or taking disciplinary action against you. We will also set out the basis on which we have made the allegations against you. If possible, we will provide you with copies of any relevant evidence against you. The employer will invite you to a hearing to discuss the matter.

Step 2: Meeting is held and employer informs employee of the outcome

The meeting will take place before any disciplinary action, other than suspension on full pay, is taken. The meeting will be held without undue delay but only when you have had a reasonable opportunity to consider your response to our written statement and any further verbal explanation we may give. You must take all reasonable steps to attend the meeting.

After the meeting we will inform you of our decision and notify you of your right to appeal if you are not satisfied with it.

Step 3: Appeal against the disciplinary decision if necessary

If you wish to appeal you must inform the Principal in writing within a reasonable time.

If you do this, we will invite you to attend a further meeting. You must take all reasonable steps to attend the meeting. If practicable a more senior manager not previously involved in the disciplinary procedure will hear the appeal.

The appeal hearing may take place before or after dismissal or disciplinary action has taken effect. After the appeal hearing we will inform you of our final decision and confirm it in writing as soon as practicable.

Gross misconduct

If, after investigation, it is confirmed that you have committed one of the following offences (the list is not exhaustive), you will normally be dismissed:

· theft

· fraud and deliberate falsification of records

· physical violence

· serious bullying or harassment

· deliberate damage to property

· serious insubordination

· misuse of an organisation's property or name

· bringing the employer into serious disrepute

· serious incapability whilst on duty brought on by alcohol or illegal drugs

· serious negligence which causes or might cause unacceptable loss, damage or injury

· serious infringement of health and safety rules

· serious breach of confidence (subject to the Public Interest (Disclosure) Act 1998)

While the alleged gross misconduct is being investigated, you may be suspended, during which time you will be paid.

In most cases any decision to dismiss will be taken only after we have fully investigated the matter.

However, in a few cases of gross misconduct we may be justified in dismissing immediately without conducting an investigation. In these cases a two-step procedure will be followed.

Step 1: We give you a written statement

We will give you a written statement setting out the conduct that has resulted in your immediate dismissal and informing you of the right to appeal against the decision to dismiss.

Step 2: Appeal against the decision to dismiss

If you wish to appeal you must inform the Principal. A meeting must be held (in accordance with the general principles set out above). We will then inform you of our decision as soon as possible after the meeting.

General principles applicable to the procedures

The following principles apply to the dismissal procedure set out above:

The person who has authority to discipline you in accordance with this procedure is the Principal.

You have the right to be accompanied to any meeting by a trade union representative or co-worker.

Each step in the procedure will be taken without unreasonable delay and hearings will be held at reasonable times and locations.

Meetings will be conducted in a manner that enables both us and you to explain their cases.

We will keep records detailing the nature of any breach of disciplinary rules or unsatisfactory performance, your defence or mitigation, the action taken and the reasons for it, whether an appeal was lodged, its outcome and any subsequent developments. We will keep these records confidential.

GRIEVANCE PROCEDURE
Grievance procedures are explained in the Policy document ‘Dismissal & Grievance Procedure’. It is school policy to ensure that any employee with a grievance has access to a procedure, which can lead to a speedy resolution of the grievance in a fair manner.

Most routine complaints and grievances are best resolved informally in discussion with your immediate line manager.

Where the grievance cannot be resolved informally it will be dealt with under the following procedure.

The standard grievance procedure:

Step 1: You give us a written statement of your grievance
You must put your grievance in a written statement and send a copy to the Principal. Where the grievance is against this individual, the matter should be raised with a more senior manager if there is one.

Step 2: Meeting is held and we inform you of the outcome

We will then invite you to attend a meeting to discuss the grievance. The meeting will only take place once you have informed us of the basis for the grievance you have set out in your written statement, and we have had a reasonable opportunity to consider what response to make. You must take all reasonable steps to attend the meeting.

As soon as possible after the meeting we will inform you of the decision taken in response to the grievance and notify you of your right to appeal if you are not satisfied with it.

Step 3: Appeal if necessary

If you then wish to appeal, you must inform us and we will invite you to an appeal hearing. You must take all reasonable steps to attend. If reasonably practicable, a more senior manager who has not been involved in the grievance procedure so far will deal with the appeal.

As soon as possible after the hearing, we will inform you of our decision, which will be final.

Raising grievances after you have left the company

If you wish to raise a grievance after you have left the company's employment, you must follow a two-step procedure.

Step 1: You give us a written statement of your grievance

You must put your grievance in a written statement and send a copy to the Principal

Step 2: We give you a written response

We will write back to you giving our response to the points you have raised.

General principles applicable to the procedures

1
We will try out each step in the procedure without unreasonable delay and arrange meetings at reasonable times and locations.

2.
Meetings will be conducted in a way that allows both parties to explain their case.

3.
Records should be kept detailing the nature of the grievance raised, our response, any action taken and the reasons for it. These records will be kept confidential.

4.
You have the right to be accompanied to the hearing by a trade union representative or a co-worker.

Signed. ...................................................     Date. ............................................
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