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Complaints Policy
Introduction

Liberty school is dedicated to providing the best possible education and support for all
children. This includes having a clear, fair and efficient procedure for dealing with concerns
or complaints from parents/carers, professionals and other stakeholders regarding the
provision. Our aim is to resolve concerns as quickly and effectively as possible in the best
interests of the child.

All staff are made aware of the complaints procedure and are expected to review this policy
regularly to ensure that concerns and complaints are handled consistently, professionally
and sensitively.

This policy explains the procedures that should be followed whenever a concern or
complaint arises. If it becomes necessary to alter any timescales outlined within this
procedure, complainants will be informed accordingly and provided with revised timescales
and an explanation for the delay.

Liberty school operates a four-stage complaints procedure in accordance with the Education
(Independent School Standards) Regulations 2014.

This policy does not apply to complaints where there is a separate statutory or regulatory
process available. This includes:

e pupil admissions;

e statutory assessments of Special Educational Needs and Education, Health and Care
Plans;

e appeals relating to internal assessment decisions for external qualifications;

e disciplinary issues relating to members of staff;

e matters likely to require a child protection investigation;

e national curriculum content;

e complaints about services provided by external providers using Liberty school
premises or facilities;

e Liberty school reorganisation proposals;

e staff grievances;

e staff conduct issues.

Each of the above follows its own procedures as outlined within the relevant policies.

If there is an allegation or concern regarding physical or sexual misconduct towards a child,
or where there is reason to believe a child may be at risk of serious harm, Liberty school may
immediately refer the matter to the Local Authority and Children’s Services in line with the
Safeguarding Policy. Where an official investigation is initiated, the decisions of those
authorities will supersede those made by Liberty school.

Where the complaint relates to a safeguarding referral made by a member of staff, Liberty
school will follow the Allegations Against Staff Procedure.




For further information, please refer to the Safeguarding Policy and Allegations Against Staff
Policy.

Concerns or complaints should be raised as soon as possible following the incident
concerned to allow for a fair and effective investigation. Complaints made more than three
months after the incident, or three months after the last in a series of incidents, will not
normally be considered unless the CEO determines there are exceptional circumstances.

Anonymous complaints will not normally be investigated under this policy.

Complaints Procedure

Liberty school has a four-stage complaints procedure:

Informal concern or complaint;

Formal written complaint to the CEO;

Formal complaints panel hearing;

Referral to the referring school, Local Authority or appropriate external body.
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Stage 1 — Informal Concerns or Complaints

If you have a concern about Liberty school, you should initially raise this with a member of
staff either in person, by telephone or via email.

Parents/carers are encouraged to speak initially with their child’s teacher or key member of
staff, as they are often best placed to resolve concerns quickly and informally.

Liberty school aims to acknowledge and respond to concerns within 24 hours wherever
possible.

Many concerns can be resolved quickly through open discussion, clarification and mutual
understanding.

If the concern relates to a member of staff, it should first be raised with the child’s
designated teacher or, where appropriate, one of the safeguarding leads:

e Catherine Thompson
e Catherine Lancashire

A meeting may then be arranged to discuss the concern further.

If the complaint concerns a safeguarding lead or senior member of staff, the concern should
be submitted in writing to the CEQ, Phillipa Vince.




Where a complaint concerns the overall provision or safeguarding practices, complainants
may also contact the Local Authority Designated Officer (LADO). Contact details are
displayed within the school and available upon request.

Certain matters, including safeguarding concerns or allegations against staff, may instead be
managed under separate safeguarding or disciplinary procedures.

Stage 2 — Formal Written Complaint

If the matter remains unresolved following Stage 1, the complainant should submit a formal
written complaint to the CEO, Phillipa Vince.

The written complaint should clearly outline:

e the nature of the complaint;
e actions already taken;
e the outcome sought.

The CEO will acknowledge receipt of the complaint and aim to arrange an informal
resolution meeting at the earliest opportunity.

Liberty school may investigate the complaint further, request additional information or
arrange meetings with relevant parties in order to seek resolution.

A written response outlining the findings and proposed resolution will normally be provided
within 10 working days where possible.

Stage 3 — Formal Complaints Panel Hearing

If the complainant remains dissatisfied following Stage 2, they may request a formal
complaints panel hearing by writing to the CEO within 10 working days of receiving the Stage
2 response.

The request should include:

e details of the complaint;

e reasons why the complainant remains dissatisfied;
e any supporting evidence or documentation;

e the outcome sought.

Complaints Panel

Liberty school will convene a complaints panel consisting of at least three individuals who
were not directly involved in the matters detailed in the complaint.

At least one member of the panel will be independent of the management and running of
Liberty school in accordance with the Education (Independent School Standards) Regulations
2014.




The panel hearing will normally take place within 15 working days of the request being
received.

Attendance at the Hearing

Parents/carers may attend the hearing and may be accompanied by a friend, relative,
advocate or interpreter if they wish.

Where appropriate, professionals involved with the child may also be invited to contribute
relevant information.

Conduct of the Hearing

The panel will consider:

e written submissions;
e records and documentation;
e verbal representations from all relevant parties.

The hearing will be conducted fairly, impartially and respectfully.

The panel may ask questions to establish the facts and fully understand the issues raised.
Panel Decision

Following the hearing, the panel will decide whether the complaint is:

e upheld;
e partially upheld; or
e not upheld.

The panel may also make recommendations for actions or improvements where
appropriate.

The findings and recommendations will be provided in writing to:

e the complainant;
e the person complained about (where appropriate);
e the CEO and relevant senior leaders.

This will normally take place within 10 working days of the hearing.

The decision of the complaints panel represents the final stage of Liberty school’s internal
complaints procedure.




Stage 4 — External Referral

If the complainant remains dissatisfied after completion of the Liberty school complaints
procedure, they may refer the matter to:

e the referring school;

e the relevant Local Authority;

e the Local Authority Designated Officer (LADO);

e or another appropriate external or regulatory body where applicable.

Liberty school will provide contact details upon request.

Vexatious or Persistent Complaints

While Liberty school aims to resolve all complaints fairly and appropriately, there may be
rare occasions where a complainant continues to pursue a matter that has already been fully
investigated through the complaints procedure.

Where a complainant attempts to reopen an issue that has already been addressed, the CEO
will write to explain that the complaints procedure has been exhausted and the matter is
considered closed.

Further correspondence regarding the same issue may be considered vexatious or
unreasonable, and Liberty school may decide not to respond further.

Liberty school may cease responding where:

e every reasonable step has been taken to address the complaint;

e the school’s position has been clearly communicated;

e the complainant continues to raise substantially the same issues;

e the complainant refuses to follow the complaints procedure;

e the contact is judged to be intended to cause disruption or inconvenience;
e inappropriate or abusive behaviour is directed towards staff.

Any decision to stop responding will be communicated in writing.

Liberty school will nevertheless ensure that any new complaints are properly considered and
that all decisions are made reasonably and proportionately.

Records, Confidentiality, Review and Monitoring

Liberty school will maintain a written record of all formal complaints, including:

e whether the complaint was resolved at Stage 2 or proceeded to a panel hearing;




e actions taken by the school;
e decisions reached;
e recommendations made.

Copies of correspondence, statements and records relating to individual complaints will be
kept confidential except where:

e access is requested by the Secretary of State or a body conducting an inspection
under section 109 of the Education and Skills Act 2008; or
e disclosure is otherwise required by law.

Records will be stored securely in accordance with data protection legislation and retained
only for as long as necessary.

The CEO will review complaints annually to identify patterns, recurring concerns or
opportunities to improve school procedures and practice.

This policy will also be reviewed annually or sooner if required by changes in legislation or
operational need.

Staff Complaints

Staff concerns regarding colleagues or volunteers should be raised in accordance with the
Whistleblowing Policy.

Employment grievances or conduct matters are managed under Liberty school’s Staff
Discipline and Conduct Procedures.

Complaint Campaigns

For the purposes of this policy, a complaint campaign is defined as complaints received from
three or more individuals concerning the same issue.

In these circumstances, Liberty school may choose to:

e issue a standard response to all complainants; and/or
e publish a single response on the school website or other appropriate platform.

Contact Details

If you have any questions regarding this complaints procedure, please contact:




Liberty school
Telephone: 0191 6031005
Email: hello@libertyschool.com
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