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1. Purpose

Lymm High School is a stand-alone academy. All academies are required to have a complaints
procedure that meets the standards set out in the Education (Independent School Standards)
(England) Regulations 2014.

This mean that the procedure must:

e Bein writing;

e Be available to parents of school students;

e Set out clear time scales for the management of a complaint;

e Allow for a complaint to be made and considered initially on an informal basis;

e Where the parent is not satisfied with the informal response to the complaint, establishes a
formal procedure for the complaint to be made in writing;

e  Where the parent is not satisfied with the response to the formal complaint, makes provision
for a hearing to be convened to review the complaint.

2. Introduction

Parents, carers and their children sometimes have worries about aspects of school life. These concerns
may be to do with behaviour, aspects of teaching and learning, or the way the school is organised. We
work hard to maintain the highest standards in all we provide, welcome comments from parents, and
are always happy to receive concerns or complaints directly and in person.

We are also conscious that on rare occasions, our service might raise a concern with someone who is
not the parent/carer of a student at the school. We will take seriously all concerns or complaints that
are raised, as we intend this procedure will help the school be regarded as an excellent provision by
the whole community.

Concerns or complaints should be brought to the attention of the school as soon as possible.
Government-approved guidance has been issued for schools and parents — please click this link to read
the guidance in full - Parent Guide to School Complaints. All parties to the complaints process are
expected to act reasonably. We expect all parties to behave in a calm and positive manner. If it is
considered that a complainant has acted in an unacceptable manner, the procedure may need to be
suspended for a period of time. Details of the scope of this procedure can be found in Appendix A.

Anonymous complaints, by their nature, cannot be investigated under this policy, as there is no
complainant with whom to discuss the issues of concern. However, if there are a series of complaints
related to a common theme, it would be prudent for the school to consider such themes to determine
if any action is necessary e.g. a review of policy.

3. Resolving complaints

At each stage of the procedure all parties will keep in mind ways in which a complaint may be resolved.
If appropriate, it may be acknowledged that the complaint is valid in whole or in part.

It may be appropriate to offer one or more of the following as a resolution:

. an apology
. an explanation
. an admission that the situation could have been handled differently or better


https://drive.google.com/file/d/1HRGgWEwGywpSiMwgHv4zcUennk3pNOG-/view#msdynmkt_trackingcontext=10fec706-88a9-4649-a579-ef7e3e550300

o an explanation of the steps that have been taken to help prevent it from happening again
o an undertaking to review school policies in light of the complaint.

NB The above would be provided in an appropriate form, that is, written or verbal, usually to the
complainant only, and in such a way as to maintain the dignity of those involved. Any actions for
improvement or learning points arising from a complaint will be shared with the governing body and
/ or staff if appropriate.

Managing serial and unreasonable complaints

Lymm High School is committed to dealing with all complaints fairly and impartially, and to providing
a high-quality service to those who complain. We will not normally limit the contact complainants
have with our school. However, we do not expect our staff to tolerate unacceptable behaviour and
will take action to protect staff from that behaviour, including that which is abusive, offensive or
threatening. Please see our Management of serial and unreasonable complaints policy for further
information.

4 Raising a concern or complaint
Time scales

You must raise the complaint within three months of the incident or, where a series of associated
incidents have occurred, within three months of the last of these incidents. We will consider
complaints made outside of this time frame if exceptional circumstances apply.

Complaints received outside of term time

We will consider complaints made outside of term time to have been received on the first school day
after the holiday period.

Use of Al Tools in Parent Communication and Complaints

We understand that many families may use artificial intelligence (Al) tools to support communication
with the school. While these tools can be helpful, we ask that parents and carers keep the following
guidance in mind:

e Please ensure that any messages or documents generated with the help of Al reflect your
genuine concerns, questions, or feedback. Al can assist with wording, but it’s important that
communication remains personal and relevant to your child’s experience.

e  When using Al, make sure your complaint is clearly stated and that you fully understand what
is being communicated.

e  Our staff will always respond to communications that are clear, respectful, and appropriate.
If a message appears to be generated by Al and lacks clarity or context, this will delay the
response time, we may need to ask for further clarification to ensure we understand your
concerns fully.

e If you need help expressing your thoughts, please contact the school directly, who will assist
you.


https://www.lymmhigh.org.uk/about-us/policies/

Stage 1 - Discuss with relevant member of staff

It will be helpful if the school knows of a concern or complaint at the earliest opportunity. It is in
everyone’s interest that complaints are resolved at the earliest possible stage. This would usually be
a conversation with the Head of Faculty, Head of Year, or the relevant Assistant or Deputy
Headteacher. If parents are unsure who to contact, please use the Communications FAQ or email
info@lymmhigh.org.uk

Experience shows that nearly all concerns raised by parents can be dealt with quickly and efficiently
through informal discussion.

Stage 2 — Formal complaint

Should the complainant remain dissatisfied they can request a meeting with the Headteacher using
the same contact details as above. The complainant may be asked to complete a Complaint Form
(Appendix B) in advance of this meeting. The main aim of this meeting will be to resolve the complaint.
If appropriate, the Headteacher will follow this meeting up with a written response. If the complaint
is about the Headteacher you should contact the Clerk to the Governing Body.

Stage 3 — Making a complaint to the governing body

Where previous attempts have been unsuccessful in resolving a complaint, the complainant should
email or write to the Chair of Governors or Clerk to the Governing Body at the school address.

The complainant must complete a complaint form (Appendix B) if they have not already done so. The
Chair of Governors or Clerk will offer to help an individual to complete the form if appropriate.

On receipt of the completed complaint form the Chair of Governors (or other governor) will confirm
receipt within five working school days.

Within ten working school days a governor will decide the next steps and communicate with the
complainant.

Governors will attempt to resolve the complaint in the most practical way. This might mean:

e A meeting with complainant and/or school staff and carrying out an investigation

e Meeting together with the headteacher and / or other members of staff and complainant

e Recommending a Governors Complaints Panel be convened to review the complaint — please
see Appendix C for further information

Should a complainant wish to move directly to a Governors Complaints Panel, this can be requested.

**at all stages, the aim will be to resolve the complaint to the satisfaction of all parties in the most
efficient manner and recognising that a complaints panel, for several reasons, is more often than not,
not the most effective way of resolving complaints.

The complainant will receive a letter confirming the outcome of their complaint.

If no correspondence has been received in response to this letter within ten working days, the matter
will be considered closed.


mailto:info@lymmhigh.org.uk

5. The Department for Education (DfE)

If the complainant believes the school did not handle their complaint in accordance with the published
complaints procedure or they acted unlawfully or unreasonably in the exercise of their duties under
education law, they can contact the DfE after they have completed Stage 3.

The DfE will not normally reinvestigate the substance of complaints or overturn any decisions made
by the School. They will consider whether Lymm High School has adhered to education legislation and
any statutory policies connected with the complaint and whether they have followed Part 7 of the
Education (Independent School Standards) Regulations 2014.

The complainant can refer their complaint to the DFE online at: www.education.gov.uk/contactus, by
telephone on: 0370 000 2288 or by writing to:

Ministerial and Public Communication Division

Department for Education
Piccadilly Gate

Store Street

Manchester

M1 2WD

6. Confidentiality

Correspondence, statements and records relating to individual complaints will be kept confidential,
except where the Secretary of State (or someone acting on their behalf), or a body conducting an
inspection under section 109 of the Education and Skills Act 2008 requests access.

The school will only provide information to third parties, such as a constituency Member of
Parliament, with the written permission of the complainant.


http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made

Appendix A — Lymm High School Complaints Policy Flowchart
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If no correspondence has been received in response to the panel outcome letter within ten school
days, the matter will be considered closed.

Should a complainant wish to move directly to a Governors Complaints Panel, this can be requested.



Appendix A: Scope of this Complaints Procedure

This procedure covers all complaints about any provision of community facilities or services by Lymm
High School other than complaints that are dealt with under other statutory procedures, including
those listed below.

Exceptions Who to contact
e Admissions to schools Concerns about admissions should be handled through a
separate process — through the appeals process via the local
authority.

o Matters likely to require a Complaints about child protection matters are handled
Child Protection under our child protection and safeguarding policy and in
Investigation accordance with relevant statutory guidance.

If you have serious concerns, you may wish to contact the
local authority designated officer (LADO) who has local
responsibility for safeguarding or the Multi-Agency
Safeguarding Hub (MASH) via LADO@warrington.gov.uk or
call 01925 442079

e Exclusion of children from Further information about raising concerns about exclusion
school* can be found at: www.gov.uk/school-discipline-
exclusions/exclusions.

*complaints about the application of the behaviour policy
can be made through the school’s complaints procedure

e  Whistleblowing \We have an internal whistleblowing procedure for all our
employees, including temporary staff and contractors.

The Secretary of State for Education is the prescribed person
for matters relating to education for whistle-blowers in
education who do not want to raise matters direct with their
employer. Referrals can be made

at: www.education.gov.uk/contactus.

Volunteer staff who have concerns about our school should
complain through the school’s complaints procedure. You
may also be able to complain direct to the LA or the
Department for Education (see link above), depending on
the substance of your complaint.

Staff grievances Complaints from staff will be dealt with under the school’s
internal grievance procedures.

Staff conduct Complaints about staff will be dealt with under the school’s
internal disciplinary procedures, if appropriate.

Complainants will not be informed of any disciplinary action
taken against a staff member as a result of a complaint.



mailto:LADO@warrington.gov.uk
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.education.gov.uk/contactus

However, the complainant will be notified that the matter is
being addressed.

If other bodies are investigating aspects of the complaint, for example the police, local authority (LA)
safeguarding teams or Tribunals, this may impact on our ability to adhere to the timescales within
this procedure or result in the procedure being suspended until those public bodies have completed
their investigations. If this happens, we will inform you of a proposed new timescale.

If a complainant commences legal action against Lymm High School in relation to their complaint, we
will consider whether to suspend the complaints procedure until those legal proceedings have
concluded.
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Appendix B — Complaint Form

Please complete and return to Headteacher / Chair of Governors who will acknowledge receipt and
explain what action will be taken.

Your name Pupil’s Name
Pupil’s Form

Your relationship

to the pupil

Address
Daytime telephone
number:
Evening telephone
number:

Postcode

Email address:

Please give details of your complaint:

You may continue on separate paper or attach additional documents if you wish.

Number of additional pages attached:

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

What actions do you feel might resolve the problem?

Oughtrington Lane, Lymm, Cheshire, WA13 ORB Headteacher
Telephone: Email
Visit our website for more information

B Companics House Registration Number: 08171068 (Registered in England & Woles)
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Signature:

Date:

Official use

Date form received: By whom:

Date acknowledgement sent: By whom:

Complaint referred to:

Date:

Oughtrington Lane, Lymm, Cheshire, WA13 ORB Headteacher:
Telephone: Email:
Visit our website for more information

B Companics House Registration Number: 08171068 (Registered in England & Woles)



Appendix C: Governors’ Complaints Panel Hearing
The governors’ complaints panel is the last school-based stage of the complaints process.
The meeting must be independently minuted, for example by the clerk.

The clerk will convene a Governors Complaints Panel. A panel of at least three members will conduct
the review. Two members will be drawn from the governing body. One member of the panel will also
be appointed who is independent of the management and running of the school and is not a current
or former governor of the school. It is the school’s responsibility to make a suitable appointment for
this role.

The aim of the hearing is to try to resolve the complaint and to try, if possible, to achieve reconciliation
between the complainant and the person against whom the complaint is made.

The panel and both parties will focus on the substance of the original complaint in the complaints
form and how the complainant would like it to be resolved.

The clerk will notify all parties of the date, time and location of the meeting. At least five working days’
notice will be given to attendees.

The clerk will inform the complainant/s of the names of the panel members and the contact details of
the chair of the panel.

The complaint will be heard by the panel within twenty* working school days of the clerk receiving
the written request to progress to a governors’ panel.

*If there are reasons why these timescales cannot be met, the Chair of the Governors Complaints
Panel will contact the complainant to explain reasons for the delay and provide a deadline for
response, which should be as near as possible to the original deadline.

Both the complainant and the person against whom the complaint is being made may be accompanied
by one adult (who have no involvement in the issue), if they wish. The accompanying adult is a
supporter only and may not speak on behalf of the complainant except where this would otherwise
disadvantage them (for example if English is not their first language), in which case they can act as an
advocate. If an accompanying adult is to act as an advocate and speak for the complainant this must
first be discussed with and agreed by the chair of the panel before the date that the panel meets.

The chair of the panel will ensure that the panel members, the complainant and the person against
whom the complaint is raised receive copies of relevant documentation plus a copy of the school’s
complaints procedure, at least five working days in advance of the hearing.

The panel will meet immediately before the hearing to discuss the issues raised in the documentation
and to discuss the format of the hearing.

The chair of the panel will ensure that the proceedings are as welcoming as possible. The layout of
the room will set the tone and care is needed to ensure the setting is informal and not adversarial.

Following the hearing, the committee will consider the complaint and all the evidence presented.

The chair of the panel will provide a written response to the complainant, copied to the Headteacher,
the Chair of Governors and the person against whom the complaint is being made (if not the
Headteacher) within ten working school days. The letter will provide conclusions in the written
response and reasons for the conclusions. The panel can:
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e uphold the complaint in whole or in part
e dismiss the complaint in whole or in part

When the complaint is upheld in whole or in part, the committee will:

e decide on the appropriate action to be taken to resolve the complaint
e where appropriate, recommend changes to the school’s systems or procedures to prevent
similar issues in the future

The decision of the panel is final, and this concludes the school-based investigations.
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Appendix D — Guidance & Expectations

Lymm High School will:

. treat all complaints individually
. not take complaints personally
. stay calm

o not rush

. respond as promptly as possible
o maintain confidentiality

o treat all complaints seriously.

Complainant/s will:

o bring the complaint to the attention of the school as promptly as possible

o not make a complaint personal

All parties will:

o speak calmly without raised voices

o use appropriate, courteous language (never swearing or using offensive language)

o use appropriate body-language that is non-threatening

o never make threats or be sarcastic

o not discuss a complaint on social networking sites

o have the option of being accompanied by one adult. This person will be in attendance for

support only, not to speak on behalf of the complainant/the person about whom the
complaint has been raised. All parties must notify, via those convening the meetings, in
advance of their intention to be accompanied.

Advice and good practice for the school
. Be mindful of equal opportunities ensuring that the complainant has support through the

process where necessary; with reading the policy/completing the complaints form, if English
is an additional language for instance

. Anonymous complaints are only acceptable in exceptional circumstances
. Try to be clear (without patronising) and avoid using jargon
. Ensure the complainant has a copy of the complaints procedure
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o Take your time. Let people have their say. Listen carefully and sympathetically before replying
and attempting to find a solution

. Keep open-minded

. Have a colleague with you to take notes

o End the meeting on a positive note and thank people for their time
. Offer to arrange another review meeting

Advice and good practice for the parents

. Be tactful, plan the words you will use to explain the problem

. Try to demonstrate that you can see both sides of the situation but be sure to say how your
child feels

. Remember to praise any actions taken by the school

. Write down any points you wish to make beforehand

o Take a friend or partner along with you if you wish

. Make sure you are clear about what you would like to happen to resolve the complaint —
remember this must be reasonable

. Be open-minded

o End the meeting on a positive note and thank people for their time

o Ask for another review meeting if that would be helpful

. Ask for clarity around any points in the school’s complaints procedure if necessary.
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