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EQUALITY AND DIVERSITY STATEMENT 

 
Salutem Care & Education is committed to the fair and equitable treatment of all individuals in 

accordance with the Equality Act 2010. An Equality Impact Assessment has been completed for 
this policy to ensure it can be applied consistently and without discrimination.  Salutem Care & 

Education is committed to safe, high-quality, person-centred services that uphold people’s rights 
and dignity. 

 
All colleagues (including volunteers, agency workers and contractors) must follow this policy, 
guided by our values. Policies are reviewed every two years; if a review is delayed, the current 

version remains in force until approved by the Policy Sponsor. 
 

Training will support understanding, and people we support will be involved in reviews. Local 
procedures may support this policy, but corporate policies must not be changed locally without 

formal approval. 
 

This policy must be shared with all colleagues. The controlled version is on BLINK; 
printed/downloaded copies may be out of date 
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1. Summary 
 
Cavendish View School is committed to providing a safe, supportive, and high-quality educational 

environment for all learners. The school values feedback and recognises that concerns and 

complaints provide an opportunity to improve services, strengthen relationships and enhance 

outcomes for children and young people. 

This policy establishes a clear, fair and accessible process for raising concerns and making 

complaints about the provision of education, facilities or services provided by the school. The 

procedure aims to resolve concerns as quickly as possible, promote open communication, ensure 

complaints are investigated thoroughly and impartially, and ensure lessons are learned to improve 

practice. 

The school will handle all complaints in accordance with the principles of natural justice, 

confidentiality, equality, and procedural fairness. 

 
 

2. Document Control 

Policy Sponsor (Name & Role): Carole Doherty (Head Teacher) 

Policy Reviewer (Name & Role): 
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4. Definitions 

 

Concern 
An expression of worry, doubt or dissatisfaction that can usually be resolved informally through 

discussion with a member of staff. 

Complaint 
An expression of dissatisfaction regarding actions taken, decisions made, or a failure to act by the 

school, where informal resolution has not been achieved or where the matter is sufficiently serious 

to require formal investigation. 

Complainant 
Any person, including a parent, carer, learner, advocate, representative, professional, visitor or 

member of the public who wishes to raise a concern or complaint regarding the school. 

School Day 
Any day on which the school is open to learners during term time. 

Designated Safeguarding Lead (DSL) 

The member of staff with lead responsibility for safeguarding and child protection within the school. 

Complaints Panel 
A panel established to review complaints that have progressed beyond the formal investigation 

stage. The panel will consist of at least three individuals with no prior involvement in the complaint, 

including one person who is independent of the management and running of the school. 

Independent Panel Member 
An individual with no involvement in the management, governance or operation of Cavendish View 

School who participates in a Complaints Panel to ensure fairness and impartiality. 
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5. Principles 
5.1 Who can make a complaint?  

This complaints procedure is not limited to parents or carers of children who are registered at 
the school. Any person, including members of the public, may make a complaint to Cavendish 
View School about any provision of facilities or services that we provide. Unless complaints are 
dealt with under separate statutory procedures (such as appeals relating to exclusions or 
admissions), we will use this complaints procedure.   

5.2 The difference between a concern and a complaint  
A concern may be defined as ‘an expression of worry or doubt over an issue considered to be 
important for which reassurances are sought’.   

A complaint may be defined as ‘an expression of dissatisfaction however made, about actions 
taken or a lack of action’.  

5.3 How to raise a concern or make a complaint  
A concern or complaint can be made in person, in writing or by telephone. They may also be 
made by a third party acting on behalf of a complainant, as long as they have appropriate 
consent to do so.   

Concerns should be raised with either the class teacher or Headteacher. If the issue remains 
unresolved, the next step is to make a formal complaint.    

Complaints against school staff (except the Headteacher) should be made in the first instance, 
to the Headteacher via the school office. Please mark them as Private and Confidential.  

Complaints which involve or are about the Headteacher should be addressed to David Gregory  
(Divisional Director), via the school office. Please mark them as Private and Confidential.  

For ease of use, a template complaint form is included at the end of this procedure. If you 
require help in completing the form, please contact the school office. You can also ask third 
party organisations such as Citizens Advice to help you.  

 

In accordance with equality law, we will consider making reasonable adjustments if required, to 
enable complainants to access and complete this complaints procedure. For instance, 
providing information in alternative formats, assisting complainants in raising a formal complaint 
or holding meetings in accessible locations.  

• Anonymous complaints  

We will not normally investigate anonymous complaints. However, the Headteacher or the 
Divisional Director, if appropriate, will determine whether the complaint warrants an 
investigation.  

• Timescales  
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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.  

• Scope of this Complaints Procedure  

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

 Exceptions  Who to contact  

  

  

  

Admissions to schools  

Statutory assessments 
of Special  

Educational Needs   

Concerns about admissions, statutory 
assessments of Special Educational Needs, 
should be raised with the appropriate local 
authority  

  

  Matters likely to require a 
Child  

Protection Investigation  

Complaints about child protection matters are 
handled under our child protection and 
safeguarding policy and in accordance with 
relevant statutory guidance.  

Concerns may be reported to the Local Authority 
Designated Officer (LADO) via the relevant local 
authority safeguarding arrangements. 
 

  

  

Exclusion of children 
from school*  

  

Further information about raising concerns about 
exclusion can be found at: www.gov.uk/school-
disciplineexclusions/exclusions.   

*complaints about the application of the 
behaviour policy can be made through the 
school’s complaints procedure.  
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  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. However, the 
complainant will be notified that the matter is 
being addressed.  

  Complaints about services 
provided by other providers 
who may use school premises 
or  

facilities   

Providers should have their own complaints 
procedure to deal with complaints about service. 
Please contact them direct.  

  

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 a complainant commences legal action against Cavendish View School in relation to their 
complaint, we will consider whether to suspend the complaints procedure in relation to their 
complaint until those legal proceedings have concluded.   

5.4 Resolving complaints  
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At each stage in the procedure, Cavendish View School wants to resolve the complaint. If 
appropriate, we will acknowledge that the complaint is upheld in whole or in part. In addition, we 
may offer one or more of the following:   

• an explanation  

• an admission that the situation could have been handled differently or better   

• an assurance that we will try to ensure the event complained of will not recur  

• an explanation of the steps that have been or will be taken to help ensure that it will not 

happen again and an indication of the timescales within which any changes will be made  

• an undertaking to review school policies in light of the complaint  

• an apology  

5.5 Withdrawal of a Complaint  
If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing.  

  

5.6 Complaint Stages Overview 
• Stage 1 – Concern Stage  

It is in everyone’s interest that concerns and complaints are resolved at the earliest possible 
stage. Many issues can be resolved informally, without the need to use the formal stages of the 
complaints procedure. Cavendish View School takes concerns seriously and will make every 
effort to resolve the matter as quickly as possible.   

In the first instance, concerns should be addressed to the member of staff in question or class 
teacher who will try to clarify the nature of the concern and the outcome being sought.    

If you have difficulty discussing a concern with a particular member of staff, we will respect your 
views. In these cases, the member of staff will refer you to another staff member. Similarly, if the 
member of staff directly involved feels unable to deal with a concern, the Headteacher will refer 
you to another staff member. The member of staff may be more senior but does not have to be. 
The ability to consider the concern objectively and impartially is more important.   

We understand however, that there are occasions when people would like to raise their 
concerns formally. In this case, Cavendish View School will attempt to resolve the issue 
internally, through the stages outlined within this complaints procedure.    

• Stage 2 – Formal Complaint Stage  

Formal complaints must be made to the Headteacher (unless they are about the Headteacher), 
via the school office. This may be done in person, in writing (preferably on the Complaint Form), 
or by telephone.   

The Headteacher will record the date the complaint is received and will acknowledge receipt of 
the complaint in writing (either by letter or email) within five school days.  This will be copied to 
the Divisional Director.  
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Within this response, the Headteacher will seek to clarify the nature of the complaint, ask what 
remains unresolved and what outcome the complainant would like to see. The Headteacher can 
consider whether a face to face meeting is the most appropriate way of doing this.    

Note: The Headteacher may delegate the investigation to another member of the school’s senior 
leadership team but not the decision to be taken.  

During the investigation, the Headteacher (or investigator) will:  

• if necessary, interview those involved in the matter and/or those complained of, allowing 

them to be accompanied if they wish  

• keep a written record of any meetings/interviews in relation to their investigation  

At the conclusion of their investigation, the Headteacher will provide a formal written response 
within 20 school days of the date of receipt of the complaint.   

If the Headteacher is unable to meet this deadline, they will provide the complainant with an 
update and revised response date.  

The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions Cavendish View School will take to resolve the complaint.  This must be 
forwarded to the complainant within 5 working days of the decision.  

The Headteacher will advise the complainant of how to escalate their complaint should they 
remain dissatisfied with the outcome of Stage 2.   

If the complaint is about the Headteacher, the Divisional Director will complete all the actions at 
Stage 2.   

Complaints about the Headteacher must be made to the Divisional Director, via the school 
office.  

All complaints made at this stage will be logged in the establishment’s Complaints Book.  

• Stage 3   

If the complainant is dissatisfied with the outcome at Stage 2 and wishes to take the matter 
further, they should write to the Headteacher giving details of their concerns and  

 

Asking for the matter to be given further consideration.  This will be forwarded to the Divisional 
Director.  

A request to escalate to Stage 3 must be made to the Headteacher, via the school office, within 
10 school days of receipt of the Stage 2 response.   

The Divisional Director will record the date the complaint is received and acknowledge receipt of 
the complaint in writing (either by letter or email) within 2 school days.  
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Requests received outside of this time frame will only be considered if exceptional 
circumstances apply.  

In the first instance, the Divisional Director will then:  

• Check that, where appropriate, the complainant has completed Stages 1 and 2  

• Seek any clarification regarding the nature of the complaint  

• Inform the CEO and the Director for QA and Governance  

• Arrange for the Complaints Panel to hear the complaint as soon as possible  

• Invite the complainant and any representative to the meeting  

The Divisional Director will aim to convene a meeting within 20 school days of receipt of the 
Stage 3 request. If this is not possible, the Headteacher will provide an anticipated date and 
keep the complainant informed.   

If the complainant rejects the offer of three proposed dates, without good reason, the 
Headteacher will decide when to hold the meeting. It will then proceed in the complainant’s 
absence on the basis of written submissions from both parties.  

The complaints panel will consist of at least three suitably appointed individuals with no prior 
involvement in the complaint, including one individual who is independent of the management 
and running of the school. Prior to the meeting, they will decide amongst themselves who will act 
as the Chair of the Complaints Panel.    

The panel will decide whether to deal with the complaint by inviting parties to a meeting or 
through written representations, but in making their decision they will be sensitive to the 
complainant’s needs.   

If the complainant is invited to attend the meeting, they may bring someone along to provide 
support. This can be a relative or friend. Generally, we do not encourage either party to bring 
legal representatives to the panel meeting. However, there may be occasions when legal 
representation is appropriate.   

For instance, if a school employee is called as a witness in a complaint meeting, they may wish 
to be supported by union and/or legal representation.   

Note: 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.   

Representatives from the media are not permitted to attend.  

At least 5 school days before the meeting, the Headteacher will:  

• confirm and notify the complainant of the date, time and venue of the meeting, ensuring 
that, if the complainant is invited, the dates are convenient to all parties and that the venue 
and proceedings are accessible  

• request copies of any further written material to be submitted to the panel at least 3 school 
days before the meeting  
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Any written material will be circulated to all parties at least 3 school days before the date of the 
meeting. The panel will not normally accept as evidence, recordings of conversations which 
were obtained covertly and without the informed consent of all parties being recorded.   

The panel will also not review any new complaints at this stage or consider evidence unrelated to 
the initial complaint to be included. New complaints must be dealt with from Stage 2 of the 
procedure.  

The meeting will be held in private. Electronic recordings of meetings or conversations are not 
normally permitted unless a complainant’s own disability or special needs require it. Prior 
knowledge and consent of all parties attending must be sought before meetings or 
conversations take place. Consent will be recorded in any minutes taken.  

The panel will consider the complaint and all the evidence presented. The panel can:  

• uphold the complaint in whole or in part  

• dismiss the complaint in whole or in part  

If the complaint is upheld in whole or in part, the panel will:  

• decide on the appropriate action to be taken to resolve the complaint  

• where appropriate, recommend changes to the school’s systems or procedures to prevent 
similar issues in the future  

The Chair of the Panel will provide the complainant and Cavendish View School with a full 
explanation of their decision and the reason(s) for it, in writing, within 5 school days.   

The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions Cavendish View School will take to resolve the complaint.    

The response will also advise the complainant of how to escalate their complaint should they 
remain dissatisfied.  

• Next Steps  

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 Department for Education after they have 
completed Stage 2.    

The Department for Education will not normally reinvestigate the substance of complaints or 
overturn any decisions made by Cavendish View School. They will consider whether Cavendish 
View School has adhered to education legislation and any statutory policies connected with the 
complaint.   
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The complainant can refer their  complaint to the Department for Education online at:  

www.education.gov.uk/contactus 

by telephone on: 0370 000 2288  

or by writing to:  

Department for Education  

Piccadilly Gate  

Store Street Manchester  M1 2WD 

The school will ensure all correspondence, statements and records relating to individual 
complaints are kept confidential except where the Secretary of State or body conducting an 
inspection under section 109 of the 2008 Act requests access to them.  

 

5.7 Confidentiality 
All complaints will be handled confidentially and in accordance with the requirements of the 
Data Protection Act 2018 and UK GDPR. 

Information relating to a complaint will only be shared with those who have a legitimate need to 
know in order to investigate, manage or resolve the matter. 

Records relating to complaints will be stored securely and retained in accordance with the 
school's records management arrangements. 

While confidentiality will be maintained wherever possible, information may need to be shared 
where safeguarding concerns arise, where criminal activity is suspected, where disclosure is 
required by law, or where requested by regulatory authorities acting within their statutory 
powers. 

 
5.8 Persistent, Serial and Unreasonable Complaints 

The school recognises that complainants have a right to raise concerns and pursue complaints 
through the stages outlined in this policy. 

In a very small number of cases, complainants may pursue complaints in a manner that is 
unreasonable, repetitive or places disproportionate demands upon staff time and resources. 

Where a complainant: 

 repeatedly raises the same issues after the complaints process has concluded; 

 refuses to accept findings reached through a fair investigation; 

 engages in excessive correspondence; 

 behaves in an abusive, offensive or threatening manner towards staff; 

 makes unreasonable demands that impact the school's ability to fulfil its duties, 

the school may implement reasonable and proportionate measures to manage contact. 
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These measures may include limiting methods of communication, requiring correspondence in 
writing, appointing a single point of contact or declining to revisit matters that have already been 
fully investigated. 

Any restriction will be reviewed regularly and communicated clearly to the complainant. 

 

 

 

6. Monitoring, Audit and Compliance 
Cavendish View School is committed to maintaining an effective complaints process that supports 

accountability, continuous improvement and compliance with statutory and regulatory 

requirements. Complaints are recognised as a valuable source of feedback and are used to inform 

service development, improve practice and enhance outcomes for learners. 

The Headteacher maintains operational oversight of the complaints process, while senior leaders 

and the Proprietor retain responsibility for ensuring that complaints are managed fairly, 

consistently and in accordance with this policy. 

Compliance will be monitored through: 

 Maintenance of a secure complaints register recording all formal complaints, investigations, 

outcomes and actions taken. 

 Retention of written records in accordance with the Independent School Standards 

Regulations, Data Protection legislation and records management requirements. 

 Monitoring of compliance with published complaints procedures and timescales. 

 Review of complaints that progress to Stage 2 and Stage 3 to ensure procedural fairness and 

consistency. 

 Analysis of complaint themes, trends and outcomes on at least a termly basis. 

 Review of complaints relating to safeguarding, SEND, behaviour, attendance, 

communication, health and safety, equality and diversity, and leadership and management. 

 Evaluation of learning arising from complaints and implementation of improvement actions 

where required. 

 Quality assurance audits and reviews undertaken by school leaders and the Quality 

Assurance Team. 
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 Annual review of complaints data and outcomes to assess the effectiveness of the policy 

and identify opportunities for service improvement. 

 Reporting through appropriate governance, leadership and quality assurance arrangements. 

The Designated Safeguarding Lead will ensure that complaints raising safeguarding concerns are 

reviewed and managed in accordance with safeguarding procedures and statutory guidance. 

Where monitoring activities identify non-compliance, delays, recurring themes or weaknesses in 

practice, appropriate action will be taken. This may include additional supervision, staff training, 

policy review, enhanced quality assurance activity or management intervention. Progress against 

agreed actions will be monitored to ensure improvements are effectively embedded. 

 

7. Areas of Responsibility 
 

Executive Leadership and Proprietor Representatives 
 Ensure compliance with statutory and regulatory requirements. 

 Monitor complaints trends. 

 Ensure sufficient resources are available to support effective complaint handling. 

Headteacher 
 Promote a positive complaints culture. 

 Ensure complaints are investigated fairly. 

 Maintain appropriate records. 

 Communicate outcomes. 

 Ensure learning is embedded. 

Complaints Panel 
 Conduct independent reviews. 

 Make objective decisions based upon evidence. 

 Ensure procedural fairness. 

Designated Safeguarding Lead 
 Assess safeguarding concerns arising from complaints. 

 Ensure safeguarding procedures are followed. 

Quality Assurance Team 
 Monitor implementation of the policy. 
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 Undertake audits where required. 

 Support service improvement activities. 

All Staff 
 Respond professionally to concerns. 

 Follow the requirements of this policy. 

 Participate in investigations where required. 

 Maintain confidentiality. 

 

8. Learning and Development 
 

All relevant staff will receive appropriate training and guidance regarding: 

 Complaints handling. 

 Equality and diversity. 

 Safeguarding. 

 Professional curiosity. 

 Record keeping. 

 Information governance and GDPR. 

Training may be delivered through: 

 Induction. 

 Mandatory training programmes. 

 Leadership development. 

 Supervision and appraisal processes. 

Competence will be assessed through: 

 Observation. 

 Supervision. 

 Quality assurance activities. 

 Audit findings. 

 Feedback from complaints reviews. 

9. Associated Documents  
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 Safeguarding and Child Protection Policy  

 Behaviour Policy  

 Suspensions & Exclusions Policy  

 SEND Policy  

 Whistleblowing Policy  

 Information Governance, Data Protection and Data Quality Framework Policy 2026 

 Staff Code of Conduct  

 

10. Legal, Regulatory & Standards Framework 
 

 Education Act 2002  

 Children Act 1989  

 Children Act 2004  

 Equality Act 2010  

 Human Rights Act 1998  

 Data Protection Act 2018  

 UK GDPR  

 Keeping Children Safe in Education  

 Independent School Standards Regulations 2014  

 Education (Independent School Standards) Regulations 2014  

 DfE Best Practice Advice for School Complaints Procedures  

 Working Together to Safeguard Children  

 Ofsted Education Inspection Framework 

 
 

11. Version Control 
 
This is a controlled document. As a controlled document, any printed copies of this document, or 
saved onto local or network drives should be actively monitored to ensure the latest version is 
always available. 
 

Version 
Number Date Author Summary of Changes Approved By 
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12. Appendices  
 

 Appendix A: Complaints Overview 

 Appendix B: Complaints Flowchart 

 Appendix C: Complaints Form 

 
Appendix A: Complaints Overview  

Stage Activity Timescale 

Stage 1 Informal concern raised and addressed Normally within 10 school days 

Stage 2 Formal complaint acknowledged Within 5 school days 

Stage 2 Written outcome issued Normally within 20 school days 

Stage 3 Request for panel review submitted Within 10 school days of Stage 2 outcome 

Stage 3 Complaints Panel convened Normally within 20 school days 

Stage 3 Written panel decision issued Within 5 school days of the hearing 

Where exceptional circumstances arise, revised timescales may be applied, provided the complainant is kept 
informed throughout the process. 
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Appendix B: Complaints Flowchart 
Concern Raised 
↓ 
Stage 1: Informal Resolution 
Concern discussed with relevant staff member, teacher or senior leader 
↓ 
Resolved → Process Closed 

OR 

↓ 
Stage 2: Formal Complaint Submitted to Headteacher 
Acknowledgement within 5 school days 
Investigation undertaken 
Written outcome within 20 school days 
↓ 
Resolved → Process Closed 

OR 

↓ 
Stage 3: Complaints Panel Review Requested 
Request submitted within 10 school days 
Panel convened including independent member 
Written decision issued within 5 school days of hearing 
↓ 
School Process Concluded 

↓ 
Department for Education (if procedural concerns remain) 
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Appendix C: Complaint Form 
 
Your name:  

Pupil’s name (if relevant):  
  
Your relationship to the pupil (if relevant):  
  
Address:   

Postcode:  
Day time telephone number:  
Evening telephone number:  
 
Please give details of your complaint, including whether you have spoken to anybody at 
the school about it:  
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What actions do you feel might resolve the problem at this stage?:  

Are you attaching any paperwork? If so, please give details:  
   
  
  
 
  
  

Signature:  
  
Date:  
Office use  
Date acknowledgement sent:  
  
By who:   

Complaint referred to:  

Date:   
  

 


