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COMPLAINTS PROCEDURE
Informal School Procedures

At Medstead we aim to operate an “open-door” policy and would encourage parents to raise any concerns with the staff as soon as possible. The vast majority of concerns can be dealt with immediately, satisfactorily and informally.  This will usually be the class teacher in the first instance but may be another member of staff or the headteacher. 

However, occasionally a more formal process is needed and in these circumstances the school follows Hampshire Guidelines to ensure there is an efficient and accessible complaints procedure. This will help ensure that all parties are aware of, and have confidence in, a clear process and channel of communication.

Formal School Complaints Procedure based on Hampshire Guidelines
· Stage 1.  Speak to or write to the headteacher who will look into your concern and make an initial response within 5 working days. 
· Stage 2.  Write to the chair of governors if you are unhappy with the headteacher's response. Mark your letter 'Private and Confidential' and hand it in to the school. The Chair of Governors will make an initial response within 10 working days. 
· Stage 3.  Appeal to the governing body's complaints panel. This panel will consist of three governors who have no prior knowledge of your complaint and will consider written and verbal submissions from you and the headteacher. The panel will convene at the first possible opportunity and the chair of the panel will respond in writing within 10 working days following the panel. 
If your complaint is about school rules on uniform, piercing or hairstyles, or about lateness, or about not being allowed to take your child out of school during term time, please see the Hampshire Guidelines in Appendix One.

Taking your complaint further 

For most complaints, you cannot take your appeal further than the governing body. (See Appendix Two for exceptions.)

If you feel that the school has acted unreasonably or not followed the correct procedures, you can write to the Secretary of State for Education.

Department for Education
Sanctuary Buildings
Great Smith Street
London
SW1P 3BT

Please note that the Department aims to reply to written correspondence within 15 working days.

Review: September 2012
Appendix One 

School rules
Schools have a right to insist that their rules are followed.  If parents or pupils refuse to follow the rules, this can result in isolation or exclusion.  Here you will find information on common misconceptions about certain school rules.

Taking time off school
For a medical appointment:   You will need to ask the school’s permission and provide evidence of the appointment, e.g. an appointment card or letter.  In general you are asked to make medical appointments outside school time, or if this is impossible, to schedule them as early or as late as possible in the day to keep your child’s time away from school to a minimum.

For a family holiday:  You must ask the school’s permission first, giving as much notice as possible. Schools can allow up to 10 days’ absence in a school year. However, this is entirely at the Headteacher’s discretion and parents do not have an automatic right to take their children out of school.  Schools may refuse permission for absence at certain times of the year (e.g. exam times) or when the pupil has a poor attendance record and all requests will be considered against the criteria set out in the school’s guidance relating to term time leave. 
If a child is taken out of school without the school’s permission, the absence will be recorded as unauthorised.  Persistent unauthorised absence can result in prosecution.

Personal appearance - school uniform, hairstyles and body piercing
It is not mandatory for primary school pupils to wear uniform, though schools strongly encourage it. 

Most schools will have their own rules about personal appearance, for example, what hairstyles and/or body piercing are permitted. Generally they will not allow extreme hairstyles (e.g. shaved heads or bright colours).  They may isolate pupils who break these rules.  

Check directly with the school before your child gets an extreme hairstyle.

Lateness for school

The school sets the time of day when they close the register – often 30 minutes after the start of school.  If a pupil arrives after this time, it is recorded as an unauthorised absence.  Contact the school in the first instance if you are concerned about this.

If a child is frequently late, the parents may be failing to ensure that their child is receiving full time education, and could be prosecuted by the Local Authority.  Within the Children’s Services Department, the Education Welfare Service is responsible for matters of attendance and truancy.
Appendix Two

Complaints about the curriculum, religious matters or charging for extras

In general, the local authority cannot investigate school matters on a parent's behalf nor can it review how the school has dealt with your complaint. However, you can appeal to the local authority if the school does not answer your concerns in one of the following areas:

· The National Curriculum and how it is applied in the school 

· Religious education and/or worship in the school 

· The way the school charges for extra things such as school trips 

If you are unsure about the process, you can ask for advice from the Children's Services Complaints team. 

Tel: 01962 847256 

Email: childrens.services.complaints@hants.gov.uk
Write to:

Children's Services Complaints & Customer Care Team
Hampshire County Council Children's Services
The Castle
Winchester
Hants
SO23 8UG

[image: image1.jpg]

