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Bright Fields School - Complaints Policy and Procedures

Bright Fields School aims to provide a safe, supportive and high-quality educational
environment for all pupils. We value positive relationships with parents and carers and take
concerns seriously. We recognise that, from time to time, parents may wish to raise a concern
or make a complaint about the education provided or another matter affecting their child.

This procedure explains how concerns and complaints will be handled fairly, proportionately,
promptly and, where possible, resolved at the earliest stage. It is written in accordance with
Part 7 of the Education (Independent School Standards) Regulations 2014 and applies to
complaints from parents of current pupils.

The school will ensure that this procedure is implemented effectively and that complaints are
dealt with in accordance with the timescales and principles set out below.

This procedure is published in writing and is made available to parents of current pupils and
parents of prospective pupils.

The school will also make available, on request, details of this complaints procedure and the
number of complaints registered under the formal procedure during the preceding school
year. This information may be made available through the school website, by the School
Office, in writing, or verbally on request.

The school will also provide this information on request to the Secretary of State, the Chief
Inspector, an authorised inspectorate, or any other body entitled by law to request it.

For the purposes of the formal complaints procedure required by Part 7 of the Education
(Independent School Standards) Regulations 2014, a complaint may be made by a parent of a
current pupil at Bright Fields School about the education provided or any related matter
affecting their child.

The school may also respond to concerns raised by other individuals, including former
parents, prospective parents or members of the public, but such concerns will be handled at
the school's discretion and may not be dealt with under the formal Part 7 procedure.

A concern is an expression of worry or doubt for which reassurance or clarification is sought. A
complaint is an expression of dissatisfaction about an action taken, or a lack of action, by the
school.

It is in everyone’s interests for concerns to be raised and resolved as early as possible. Many
issues can be addressed informally without progressing to the formal stages of this
procedure.

If a parent has difficulty discussing a concern with a particular member of staff, the school will



respect that view and seek an appropriate alternative contact. The ability to consider the
matter fairly, objectively and promptly is more important than job title.

Concerns may be raised in person, in writing or by telephone, usually with the relevant
teacher, Headteacher or another appropriate senior leader. If the matter is not resolved
informally, a formal complaint should be made in writing to the Headteacher via the School
Office and marked Private and Confidential. If submitted electronically, formal complaints
should be sent to complaints@brightfieldsschool.com.

If the complaint concerns the Headteacher, it should be addressed to the Proprietor or
nominated senior officer on behalf of the proprietor via the School Office and marked Private
and Confidential.

If submitted electronically, complaints about the Headteacher should be sent to
complaints@sofinoeducation.com.

The school will consider reasonable adjustments under the Equality Act 2010 where required
so that this procedure is accessible. This may include help to put a complaint in writing,
provision of information in an alternative format, interpretation support or arrangements for
meetings in an accessible location.

The school will not normally investigate anonymous complaints. However, the Headteacher
or the proprietor's representative may decide that the issues raised warrant investigation
where there is a safeguarding, welfare, compliance or serious reputational concern.

A complaint should normally be raised as soon as possible and, unless there are exceptional
circumstances, within three months of the relevant event or the last event in a series of
connected events. Complaints received outside term time will be treated as received on the
next school day.

The school will use reasonable endeavours to comply with the timescales set out in this
procedure. However, they may be adjusted where necessary because of school holidays, staff
availability, the complexity of the complaint, the need for witnesses or external information, or
other legitimate reasons. Where timescales need to change, the complainant will be
informed.

This procedure covers parental complaints falling within Part 7 of the Independent School
Standards. It does not replace statutory procedures or other internal procedures which apply
to particular matters.

Complaints that fall outside this procedure include admissions decisions, statutory SEND
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processes, child protection matters, staff grievances, staff disciplinary matters, exclusions,
whistleblowing disclosures, and complaints about third-party providers using school
premises. These matters will be handled under the appropriate process.

Staff, agency workers, contractors and volunteers should use the school's whistleblowing
arrangements to raise concerns about malpractice, wrongdoing, safeguarding failures or
unlawful conduct. Concerns can be raised internally under the Whistleblowing Policy and
staff also have access to the external Speak Up Service if they want independent reporting
support outside the normal management structure. Nothing in this policy prevents a
whistleblower from making a protected disclosure to a prescribed person where the law
allows.

Parents who wish to raise concerns about the quality of education or the handling of a matter
relating to their child should use this complaints procedure rather than the whistleblowing
process.

At every stage the school will seek a fair, proportionate and timely resolution. Where
appropriate, the outcome may include an explanation, an acknowledgement that something
could have been handled better, an apology, practical steps to remedy the matter, a review of
practice or changes to systems to reduce the risk of recurrence.

Parents should normally raise a concern first with the relevant member of staff, the
Headteacher or another appropriate senior leader. The school will try to resolve the matter
informally and promptly.

If the matter is not resolved, or if the parent remains dissatisfied, the parent may move to
Stage 2 by making a formal complaint in writing.

The school will usually aim to respond to informal concerns within 10 school days, or as soon
as reasonably practicable.

A formal complaint must be made in writing to the Headteacher unless the complaint is
about the Headteacher, in which case it must be sent to the proprietor or the proprietor’s
nominated representative.

The school will acknowledge receipt of the complaint in writing within 5 school days and will
usually provide a written response within 10 school days, or as soon as reasonably practicable
if the matter is complex or external enquiries are required.

The person investigating the complaint may:
e ask for further information;
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¢ meet the complainant;
o speak to staff, pupils or other witnesses, where appropriate; and
e review relevant documents and records.

Following investigation, the school will issue a written outcome letter. The decision letter will
normally:

¢ summarise the complaint;

e explain how the complaint was considered,;

e setoutthe findings;

e identify any action to be taken by the school, where appropriate; and

e explain how to request a Stage 3 panel hearing if the complainant remains dissatisfied.

If the complainant remains dissatisfied after Stage 2, they may request a panel hearing in
writing within 10 school days of the Stage 2 outcome.

The hearing will be before a panel of at least three people appointed by or on behalf of the
proprietor who were not directly involved in the matters detailed in the complaint. At least
one panel member will be independent of the management and running of the school.
Where there is a panel hearing, the parent may attend and be accompanied if they wish.

The panel will consider the complaint impartially, make findings and recommendations, and
these will be provided in writing to the complainant and, where relevant, the person
complained about. A copy of the findings and recommendations will also be available for
inspection on the school premises by the proprietor and the Headteacher.

The school will usually aim to hold the panel hearing within 15 school days of receiving the
Stage 3 request and to issue the outcome letter within 10 school days of the hearing. Where
this is not possible, the complainant will be informed of the revised timetable.

The panel hearing is the final stage of the school's internal complaints process.

The school will keep a written record of all complaints made in writing under Stage 2 of this
procedure. The written record will include:

¢ the date the complaint was received,

e the name of the complainant, where known;

e the pupil concerned, where applicable;

¢ the nature of the complaint;

e whether the complaint was resolved following the formal procedure or proceeded to a
panel hearing; and

e the action taken by the school as a result of the complaint, regardless of outcome and
regardless of whether the complaint was upheld.

Where a complaint proceeds to Stage 3, the school will retain the outcome letter, the panel’s
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findings and recommendations, and any associated documents forming part of the
complaint record.

Correspondence, statements and records relating to individual complaints will be kept
confidential except where access is requested or required by the Secretary of State, the Chief
Inspector, an inspectorate, or another body conducting an inspection or otherwise exercising
lawful authority to inspect the school or require access to those records.

Complaint records will be handled in line with the UK GDPR, the Data Protection Act 2018, the
Equality Act 2010, and any other applicable legal duties. Information will only be shared on a
need-to-know basis and with appropriate regard to the rights, safety and welfare of pupils,
parents and staff.

The school will make available to parents of current pupils and parents of prospective pupils,
on request, the number of complaints registered under the formal procedure during the
preceding school year.

This information may be provided verbally, in writing, through the school website, or by the
School Office.

For the avoidance of doubt, this refers to complaints registered under the formal written
procedure in Stage 2 of this policy.

This panel stage is the final stage of the school's internal complaints process. If a parent
believes the school has failed to comply with the Independent School Standards or has not
followed its published complaints procedure properly, they may raise the matter with the
Department for Education after the internal process has been completed.

The school is committed to dealing with complaints fairly, impartially and with courtesy.
However, it does not expect staff to tolerate abusive, threatening, discriminatory or
unreasonably persistent behaviour.

Where contact becomes unreasonable, the school may put in place proportionate
arrangements to manage communication while still ensuring that complaints are handled
properly and lawfully.

Complaints about staff conduct will not generally be handled under this complaints
procedure. Complainants will be advised that any staff conduct complaints will be considered
under staff disciplinary procedures, if appropriate, but outcomes will not be shared with
them.
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The complainant will receive a more effective response to the complaint if they:

e explain the complaint in full as early as possible;

e cooperate with the school in seeking a solution to the complaint;

e respond promptly to requests for information or meetings or in agreeing the details of
the complaint;

e ask for assistance as needed,;

e treatall those involved in the complaint with respect; and

e refrain from publicising the details of their complaint on social media and respect
confidentiality.

The investigator's role is to establish the facts relevant to the complaint by:

e providing a comprehensive, open, transparent and fair consideration of the complaint;

e sensitively and thoroughly interviewing the complainant to establish what has
happened and who has been involved;

e interviewing staff, pupils and other people relevant to the complaint where appropriate;

e considering records and other relevant information;

e analysing information; and

e liaising with the complainant and the complaints co-ordinator as appropriate to clarify
what the complainant feels would put things right.

The investigator should:

e conduct interviews with an open mind and be prepared to pursue reasonable lines of
enquiry;

o keep notes of interviews or arrange for an independent note taker to record minutes of
the meeting;

e ensure that any documents produced during the investigation are kept securely
pending any appeal;

e be mindful of the timescales to respond; and

e prepare a comprehensive report for the Headteacher or panel that sets out the facts,
identifies any appropriate solutions and recommends courses of action to resolve
problems.

The Headteacher or panel will then determine whether to uphold or dismiss the complaint
and communicate that decision to the complainant, providing the appropriate escalation
details.

The complaints co-ordinator may be the Headteacher or another member of staff providing
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administrative support. The complaints co-ordinator should:

e ensure that the complainant is updated at each stage of the procedure;

e liaise with staff members, the Headteacher, the proprietor’'s representative, the School
Office and external agencies where appropriate to ensure the smooth running of the
complaints procedure;

e be aware of issues regarding sharing third-party information;

e identify where additional support may be needed by complainants, including
interpretation support or assistance for disabled complainants; and

e ensure appropriate records are maintained.

The School Office is the main administrative contact for the complainant and the panel and
should coordinate correspondence, scheduling, circulation of documents, accessibility
arrangements, records and notification of outcomes.

Administrative support should:

e ensure that all people involved in the complaint procedure are aware of their legal rights
and duties, including duties relating to school complaints, education law, the Equality
Act 2010, the Freedom of Information Act 2000, the Data Protection Act 2018 and UK
GDPR;

e setthe date, time and venue of meetings, ensuring that the arrangements are
reasonably convenient and accessible;

e collate written material relevant to the complaint and send it to the parties in advance
of the meeting within an agreed timescale;

e record proceedings where appropriate;

e circulate minutes where required; and

¢ notify all parties of the panel's decision.

The panel chair, who is nominated in advance of the complaint meeting, should ensure that:

e both parties are asked, via the School Office, to provide any additional information
relating to the complaint by a specified date in advance of the meeting;

e the meeting is conducted in an informal, fair and non-adversarial manner;

e complainants who may not be used to speaking at such a meeting are put at ease;

e the remit of the panel is explained to the complainant;

e written material is seen by everyone in attendance, provided this does not breach
confidentiality or privacy rights;

e both the complainant and the school are given the opportunity to make their case and
seek clarity;

e theissues are addressed;

o key findings of fact are made;

e the panel acts independently and objectively;

e no panel member has an interest in the outcome or prior involvement in the matters
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complained about; and
e the meeting is appropriately recorded.

Panel members should be aware that:

e the panel must be independent and impartial, and should be seen to be so;

e nNoO person may sit on the panel if they have had prior involvement in the complaint or in
the circumstances surrounding it;

e the aim of the hearing should be to resolve the complaint and, where possible, restore
relationships;

e some complainants may feel nervous or emotional in a formal setting; and

e where a child or young person is involved, extra care must be taken to ensure that the
process is fair, sensitive and appropriate to the child's welfare and understanding.
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Bright Fields School Complaint Form
To be used for Stage 2 formal written complaints under the Complaints Policy and Procedures

Please complete and return this form to the Headteacher via the School Office. If your
complaint concerns the Headteacher, please address it to the Proprietor or nominated
senior officer on behalf of the proprietor via the School Office. Please mark all formal
complaints Private and Confidential.

Electronic submission:
e General complaints: complaints@brightfieldsschool.com
e Complaints about the Headteacher: complaints@sofinoeducation.com

The school will consider reasonable adjustments where required so that this procedure is
accessible. This may include help to put a complaint in writing, provision of information in an
alternative format, interpretation support, or arrangements for meetings in an accessible
location.

Section 1: Complainant Details

Full name of Complainant:

Relationship to Pupil (if applicable):

Address:

Telephone/Mobile Number:

Email Address:

Section 2: Pupil Details

Name of Pupil (if applicable):

Class/Year Group (if applicable):

Section 3: Complaint Details

Please set out the details of your complaint clearly, including:

¢ what happened;

e when it happened;

e who was involved;

e whether you have spoken to anybody at the school about it already and;
e any relevant background information

Section 4: Informal Resolution Already Attempted

Have you raised this matter informally with | Yes / No
the School first?

If yes to the above, please state:
e Name of person contacted
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e Date(s contact was made:

What response did you receive?

Section 5: Outcome Sought

Please explain what outcome you are seeking and what you would like the School to do
to resolve this complaint:

Section 6: Supporting Documents

Are you attaching any documents to Yes / No
support your complaint?

If yes to the above, please list them:

Section 7: Accessibility / Support Requirements

Do you require reasonable adjustments or | Yes/No
support in relation to the complaints
process?

If yes to the above, please give details
(for example, assistance with communication, an alternative format, or accessibility
arrangements):

Section 8: Declaration and Signature

I confirm that the information | have provided in this complaint form is true to the best
of my knowledge and belief.

Signature:

Print Name:

Date:

Preferred method of correspondence:
O Email

O Letter
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O Telephone
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	Roles and Responsibilities
	Complainant
	The complainant will receive a more effective response to the complaint if they:
	 explain the complaint in full as early as possible;
	 cooperate with the school in seeking a solution to the complaint;
	 respond promptly to requests for information or meetings or in agreeing the details of the complaint;
	 ask for assistance as needed;
	 treat all those involved in the complaint with respect; and
	 refrain from publicising the details of their complaint on social media and respect confidentiality.
	Investigator
	The investigator’s role is to establish the facts relevant to the complaint by:
	 providing a comprehensive, open, transparent and fair consideration of the complaint;
	 sensitively and thoroughly interviewing the complainant to establish what has happened and who has been involved;
	 interviewing staff, pupils and other people relevant to the complaint where appropriate;
	 considering records and other relevant information;
	 analysing information; and
	 liaising with the complainant and the complaints co-ordinator as appropriate to clarify what the complainant feels would put things right.
	The investigator should:
	 conduct interviews with an open mind and be prepared to pursue reasonable lines of enquiry;
	 keep notes of interviews or arrange for an independent note taker to record minutes of the meeting;
	 ensure that any documents produced during the investigation are kept securely pending any appeal;
	 be mindful of the timescales to respond; and
	 prepare a comprehensive report for the Headteacher or panel that sets out the facts, identifies any appropriate solutions and recommends courses of action to resolve problems.
	The Headteacher or panel will then determine whether to uphold or dismiss the complaint and communicate that decision to the complainant, providing the appropriate escalation details.
	Complaints Co-ordinator
	The complaints co-ordinator may be the Headteacher or another member of staff providing administrative support. The complaints co-ordinator should:
	 ensure that the complainant is updated at each stage of the procedure;
	 liaise with staff members, the Headteacher, the proprietor’s representative, the School Office and external agencies where appropriate to ensure the smooth running of the complaints procedure;
	 be aware of issues regarding sharing third-party information;
	 identify where additional support may be needed by complainants, including interpretation support or assistance for disabled complainants; and
	 ensure appropriate records are maintained.
	School Office / Administrative Support
	The School Office is the main administrative contact for the complainant and the panel and should coordinate correspondence, scheduling, circulation of documents, accessibility arrangements, records and notification of outcomes.
	Administrative support should:
	 ensure that all people involved in the complaint procedure are aware of their legal rights and duties, including duties relating to school complaints, education law, the Equality Act 2010, the Freedom of Information Act 2000, the Data Protection Act...
	 set the date, time and venue of meetings, ensuring that the arrangements are reasonably convenient and accessible;
	 collate written material relevant to the complaint and send it to the parties in advance of the meeting within an agreed timescale;
	 record proceedings where appropriate;
	 circulate minutes where required; and
	 notify all parties of the panel’s decision.
	Panel Chair
	The panel chair, who is nominated in advance of the complaint meeting, should ensure that:
	 both parties are asked, via the School Office, to provide any additional information relating to the complaint by a specified date in advance of the meeting;
	 the meeting is conducted in an informal, fair and non-adversarial manner;
	 complainants who may not be used to speaking at such a meeting are put at ease;
	 the remit of the panel is explained to the complainant;
	 written material is seen by everyone in attendance, provided this does not breach confidentiality or privacy rights;
	 both the complainant and the school are given the opportunity to make their case and seek clarity;
	 the issues are addressed;
	 key findings of fact are made;
	 the panel acts independently and objectively;
	 no panel member has an interest in the outcome or prior involvement in the matters complained about; and
	 the meeting is appropriately recorded.
	Panel Members
	Panel members should be aware that:
	 the panel must be independent and impartial, and should be seen to be so;
	 no person may sit on the panel if they have had prior involvement in the complaint or in the circumstances surrounding it;
	 the aim of the hearing should be to resolve the complaint and, where possible, restore relationships;
	 some complainants may feel nervous or emotional in a formal setting; and
	 where a child or young person is involved, extra care must be taken to ensure that the process is fair, sensitive and appropriate to the child’s welfare and understanding.

