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Rationale

Bettws Lifehouse prides itself on the quality of the teaching and pastoral care provided to its pupils. However, if parents or carers do have a complaint, they can expect it to be dealt with in accordance with this procedure. 
The Lifehouse will make the complaints procedure available to all parents and carers of pupils and of prospective pupils on the school’s website and from the school office during the school    day.
We will ensure that all parents of pupils and of prospective pupils who request it are                  made aware that this document is published or available and the form in which it is published or  available. 
For this document the term parent refers to a parent of a current pupil or legal guardian or education guardian and may at our discretion include a parent whose child has recently left the School.
Any other person wishing to lodge a complaint would need to do so through normal civil procedures.

Aims

This policy will provide a clear, concise and efficient way of handling any complaint against The Lifehouse or its staff /members / students.  It will act to reassure everyone concerned that all complaints will be dealt with openly and fairly. Complaints can range from informal and be relatively minor in content and resolution to those which are more complex and require the input of others outside of the normal school management, and potentially external agencies. This policy will help all concerned to find resolution in the soonest possible time frame and with the least disruption to pupils and staff.

Procedure

Stage 1 – Informal Resolution 

1. It is hoped that most complaints and concerns will be resolved quickly and informally.
2. If parents/carers have a complaint, they should normally contact their son/daughter’s CHAMPION or LEAD TEACHER. In many cases, the matter will be resolved straightaway by this means to the parents’/carers satisfaction. If the Champion or Lead Teacher cannot resolve the matter alone, it may be necessary for the Champion or lead Teacher to consult with a member of the Management team (Tracey Edwards – Deputy or Kieran King – Head of Well Being and Therapeutic Curriculum) 
3.  Complaints made directly to the Head will usually be referred to the relevant Champion unless the Head deems it appropriate to deal with the matter personally. 

Should the matter not be resolved within 15 working days and with satisfactory degree of permanence or if the Champion/Lead Teacher and the parent fail to reach a satisfactory resolution then parents will be advised to proceed with their complaint in accordance with stage 2 of this Procedure. 


Stage 2 – Formal Resolution 
 
1. If the complaint cannot be resolved on an informal basis, then the parents should put their complaint in writing to the Head. The Head and/or Directors will decide, after considering the complaint, the appropriate course of action to take.  Receipt of the complaint will be acknowledged within 1 working day.
2. Once a complaint has been formalised in writing, it will be entered into the bound COMPLAINTS book and also logged in the SLT electronic complaints file.
3.  In most cases, the Head (or a member of the Management team) will meet the parents concerned as soon as possible, normally within 5 working days of receiving the written complaint, to discuss the matter. If possible, a resolution will be reached at this stage. 
4. It may be necessary to carry out further investigations. Wherever possible further investigations will not extend the period from when the written complaint was              received beyond 10 working days. 
5. This investigation may also be carried out by a member of the management team – as directed by the Head teacher, who may wish to speak to staff or pupils directly involved
6. Written records will be kept of all meetings and interviews held in relation to the written    complaint.
7. If, on receipt of evidence, any member of staff believes there to be a Safeguarding issue or Criminal offence, then the matter should be passed on to the relevant professional agency at the soonest opportunity.  Directors (where appropriate) should be informed and appropriate action taken – if required.
8. Once satisfied that, so far as is practical, all of the relevant facts have been                  established, the Head and/ or Directors will make a decision and parents will be informed of this decision in writing. This will be no longer than 20 working days from the receipt of the written complaint. Reasons for the decision will be given. It will be normal to revisit the matter at an agreed point of time. This review will depend on the nature of the complaint; for instance, in the event of disharmony between peers, a period of time needs to be long enough to ensure the security of the resolution.
9. Complaints about the Management team (including Directors and the Head) will always be dealt with under the Stage 2 - Formal Resolution process.  Parents who wish to make a complaint about the Head should put their complaint in writing to Mrs Nicola Jones.  She will act as Chairperson and will decide, with the Senior Leadership Team (Directors and Head teachers of Bettws Lifehouse) after considering the complaint, the appropriate course of action to take.   
10. If parents are still not satisfied with the decision, they should proceed to Stage 3 of this  procedure. 
 









Stage 3 – Panel Hearing 
 
1. If parents seek to invoke Stage 3 (via failure of the earlier efforts to find resolution) they will be referred to the Chairman of The Independent Panel, a person who has been designated by the Directors for hearings of the Complaints Panel. 
2. The matter will then be referred to the Complaints Panel for consideration. This part of the procedure will only be actioned if parts one and two have been completed fully. 
3. The Panel will consist of a minimum of three persons not directly involved in the matters detailed in the complaint, one of whom shall be independent of the management and running of the school. The school has identified persons of standing within the local community, one of whom will sit as the independent member on the Complaints Panel for any given complaint. The panel will always have one director present.
4.  The Chair, on behalf of the Panel, will then acknowledge the complaint and              schedule a hearing to take place as soon as practicable and normally within 15 working days.
5.  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 normally not later than 5 working days prior to the hearing.
6. If, on receipt of evidence, any member of the panel believes there to be a safeguarding issue or criminal offence, then the matter should be passed on to the relevant professional agency at the soonest opportunity.  Directors (where appropriate) should be informed and staff immediately stopped from working with the specific child, kept away from the specific child (when the complaint is about practice) or suspended if there is a direct suggestion of gross misconduct.
7. The Panel will not consider any new areas of complaint, which have not been previously raised as part of the complaints procedure. 
8. Parents must state in their letter full details of the complaint, the outcome sought, the grounds on which they wish to appeal against the decision given during Part 2 of the procedure and enclosing all relevant documents and full contact details. Parents should also include a list of the documents which they believe to be in Bettws Lifehouse possession and wish the Panel to see.  If parents require assistance with their request, for example, because of a disability, the leadership team will be happy to make appropriate arrangements.
9. The parents may attend the hearing and be accompanied to the hearing by one other person if they wish. This may be a relative, teacher or friend. Legal representation will not normally be appropriate. If a parent wishes to bring legal representation, then this must be notified to the panel at least 7 working days prior to the hearing. Notification of the meeting, including brief details of who will be present, will be given in writing giving at least 10 working days’ notice. The panel hearing will continue unless the complaint is formally withdrawn in writing.
10. The hearing will continue in the absence of the complainant, and the panel may reach a finding and conclude the matter without parental presence. 
11. It would be highly irregular for the child (focus of complaint) to be present and shall only ever be present if invited by the panel chair for the amount of time required by the panel. 
12. The role of the panel is to consider the documented evidence provided by both parties and any other representations made by parents, Senior Leadership or staff.
13.   All those attending the hearing are expected to show courtesy, restraint and good manners or, after due warning, the Chair may terminate or adjourn the hearing.  If terminated, the original decision will stand.  Any person who is dissatisfied with the conduct of the hearing must say so before the hearing proceeds further and his /her comment will be recorded. 
14. If possible, the Panel will resolve the parents’ complaint immediately without the need for further investigation.  However, the Chair may adjourn the hearing at his/her discretion for further investigation of any relevant issue including taking legal advice. 
15. Any hearing before the Complaints Panel is a private proceeding and no records or oral statements about any matter discussed in or arising from the proceedings shall be made directly or indirectly available to the press or other media. 
16. If possible, the Panel will resolve the parents’ complaint without the need for further   investigation. Where further investigation is required, the Panel will decide how it should be carried out.  
17.  After due consideration of all facts, they consider relevant, the Panel will reach a decision and may make recommendations. 
18. It is not within the powers of the Panel to make any financial award, nor to impose sanctions on staff, pupils, or parents. The Panel may make findings and recommendations on these or any other issues to the Directors.
19. All statements made at the hearing will be unsworn and all presents will be entitled to make their own notes.  The Senior Leadership team will arrange for a person to take handwritten notes of the proceedings for their own records. 
20. The Chair will conduct the hearing in such a way as to ensure that all presents have the opportunity of asking questions and making comments in an appropriate manner.  The hearing is not a legal proceeding, and the Panel is under no obligation to hear witnesses but may do so if it wishes
21. After due consideration of the matters discussed at the hearing, the Panel shall reach a decision unless there is an agreed position.  If, after establishing the facts, the Panel members consider that the complaint is made out, they will uphold the complaint. If they consider that the complaint is not made out, they will dismiss the complaint. They will make these decisions on the balance of probabilities. The Panel’s decision, findings and any recommendations may be notified orally at the hearing or subsequently and shall be confirmed in writing by electronic mail within ten working days. A printed copy may be posted out on request. The decisions, findings and any recommendations will be made available for inspection on the school premises by the Panel and the Directors. Reasons for the decision will be given. The decision may include recommendations and will be sent to which will be sent to the complainant, the Panel Chair, the Director and Head and, where relevant, any person about whom the complaint has been made.  
22. The decision of the Panel will be final. 
23. A written record will be kept of all complaints and of whether they are resolved at the      preliminary stage or proceed to a Panel hearing.

All correspondence, statements and records of complaints will be kept confidential.  However, The Lifehouse recognises that it must inform any interested party about the number of formal complaints made in the preceding year as stipulated in the Education Act 2002 section 163.

The directors must give consideration after the event to any arising issues regarding, for example, Risk Assessments, Health and Safety policy, Safeguarding or suitability of staff.  Should the incident be related to one of the directors then similar consideration should be given to issues of good practice and suitability of person to task.



	Academic Year
	Number of complaints

	2022 - 2023
	0

	2023 - 2024
	0

	2024 - 2025
	1



	Date of amendments/Review
	By Whom

	29/06/24
	Fiona Davies
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