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SAGE COLLEGE - POLICIES AND PROCEDURES

COMPLAINTS POLICY

1. Introduction

Sage College aims to resolve all complaints at the earliest possible stage and is dedicated to
continuing to provide the highest quality of education possible throughout the procedure.

This policy has been created to deal with any complaint against a member of staff or the
school as a whole, relating to any aspects of the school or the provision of facilities or
services. It is designed to ensure that the school's complaints procedure is straightforward,
impartial, non-adversarial, allows a full and fair investigation, respects confidentiality and
delivers an effective response and appropriate redress.

Any person, includinga member of the public, is able to make a complaint about the provision
of facilities or services that the school provides. This policy outlines the procedure that the
complainant and school must follow.

Once a complaint has been made, it can be resolved or withdrawn at any stage.
The headteacher will be the first point of contact when following the complaints procedure.

2. Definitions

e For the purpose of this policy, a “complaint” can be defined as ‘an expression of
dissatisfaction’ towards the actions taken or a perceived lack of action taken.

e Complaints can be resolved formally, through this procedure, or informally dependent
on the complainant’s choice.

e A’concern”can be defined as ‘an expression of worry or doubt’ where reassurance is
required.

e Any complaint or concern will be taken seriously, whether formally or informally, and
the appropriate procedures will be implemented.

e A’grievance” is an issue raised by a member of staff where they feel the school has
not implemented a policy or process fairly or properly.

e Forthe purpose of this policy, concerns will be classed and addressed as complaints.

For the purpose of this policy, “unreasonable complaints”include:

1. Vexatious complaints:

° Are obsessive, persistent, harassing, prolific, repetitious.

o Insist upon pursuing unmeritorious complaints and/or unrealistic outcomes
beyond all reason.

° Insist upon pursuing meritorious complaints in an unreasonable manner.
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o Are designed to cause disruption or annoyance.
° Demand for redress which lacks any serious purpose or value.

2. Serial or persistent complaints:

Are duplicated, sent by the same complainant once the initial complaint has been closed.
Serial or persistent complaints will only be marked as ‘serial’ once the complainant has
completed the complaints procedure. It is the complaint that will be marked as ‘serial’,
meaning the complainant can complain about a separate issue if necessary.

For the purpose of this policy, “duplicate complaints” are identical complaints received from
a complainant’'s spouse, partner, grandparent or child. These complaints will not be
addressed again, the individual making the second complaint will be informed that the
complaint has been dealt with on alocal level and if they are dissatisfied with the result, they
can appeal to the Inspector of Education.

Any new details provided by a complainant’s spouse, partner, grandparent or child, will be
investigated and dealt with in line with the complaints procedure.

3. Roles and Responsibilities
The complainant will:

Cooperate with the school in seeking a solution to the complaint.

Express the complaint and their concerns in full at the earliest possible opportunity.
Promptly respond to any requests for information or meetings.

Ask for assistance as needed.

Treat any person(s)involved in the complaint with respect.

The Co-ordinator will:

e Ensure that all parties involved in the complaint are fully updated throughout each
stage of the procedure.

e (Guarantee that all parties involved in the procedure are aware of any relevant
legislation.

e Keep up-to-date records throughout the procedure - these records will be kept
securely on the school’s Drive system and retained in line with the school's records.

e Liaise with all parties involved to ensure the complaints procedure runs smoothly,
including the headteacher

e Ensure, where the complainant is dissatisfied with the response, they are allowed to
escalate it to the next stage and are provided the opportunity to complete the
complaints procedure in full.

e Beaware of issues with regard to sharing third party information.

e Understand the complainant’'s need for additional support, including interpretation
support, and will be aware of any issues concerning this.
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4. Making a complaint

Complaints are not restricted to parents of attending pupils. The school will consider all
complaints.

The school will ensure the complaints procedure is:

Easily accessible and publicised on the school's website.

Simple to understand and put into practice.

Impartial and fair to all parties involved.

Respectful of confidentiality duties.

Continuously under improvement, using information gathered during the procedure to

inform the school's SLT.

Fairly investigated, by an independent person when necessary.

e Used to address all issues to provide appropriate and effective responses where
necessary.

e Complaintsare expectedto be made as soonas possible afteranincident arises toamend

the issue in an appropriate timescale.

Complaints made outside this time limit will not be automatically refused and exceptions will
be considered.

In the case of any timescales changing, all parties involved will be informed of the changesin
a timely manner.

Complaints should be made using the appropriate channels of communication, including the
use of the Complaints Procedure Form.

All complaints shall be considered, whether they are made in person, by telephone, in writing,
electronically via email, or via a third party.

A complaint can progress to the next stage of the procedure even if it is not viewed as
“justified”. All complainants are given the opportunity to fully complete the complaints
procedure.

Any complaint made against a member of staff will be initially dealt with by the headteacher,
and then by a committee of the governing body.

Any complaint made against the headteacher shall be initially dealt with by a suitably skilled
member of the governing body and then by a committee of the governing body.

Under some circumstances, it may be necessary to deviate from the complaints procedure.
Any deviation will be documented, and the complainant notified along with new timescales.
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Information about a complaint will not be disclosed to a third party without written consent
from the complainant.

Information about a complaint will not be disclosed to a third party without written consent
from the complainant.

We will not normally investigate anonymous complaints. However, the headteacher or Chair
of Governors, if appropriate, will determine whether the complaint warrants an investigation.

At each stage in the procedure, the 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
e anundertakingto review school policies in light of the complaint

e anapology.

If a complainant wants to withdraw their complaint, the school will ask them to confirm this
in writing or electronically via email.
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JUNTA DE ANDALUCIR CONSEJERIA DE ADMINISTRACION LOCAL Y RELACIONES INSTITUCIONALES T mm——

CODIGO IDENTIFICATIVO I N* REGISTRO, FECHA Y HORA |
HOJA DE QUEJAS Y RECLAMACIONES / COMPLAINTS SHEET
Lugar del hecho: - Provincia: Fecha:
Place of incident B ; : i o " Province o T ‘ " Date
1 IDATOS DE LA PERSONA RECLAMANTE / COMPLAINANT'S DETAILS (1) 2 [DATOS DE LA EMPRESA O PROFESIONAL / COMPANY OR PROFESSIONAL'S DETAILS (1)
Nombre Apelidos: Nombre o razén soclal
Namel(s) Surname Narme ar company name
Sexo Edad NI 0 Pasaporte Nacicnabdad NIF Actividad
Sex Age 1D / Passpont No. RNationaliy Tax identification Code No Company actwity
v Profesion Dorniciio: Domictio:
g Occupation ' Address Address
3 g Municipio: 2 Cod. Postal Municipio Provincia Céd. Postal
Es Town Province / Country Post Code Town Province / Country Post Code
l; g Tewtono N* Factura/N* Vuelo/ Ot Teléfono:
e 2 Telephone number invoice N*/Flight N°*/0 Telephone number
(o g Direccion de correo electrénico Direccién de correo electronico
g € | Blectronic address Electronic address
& § ¢Acepta la realizacidn de un arbitraje 0 de una mediacidn para soluconar el problema? (Acepta fa realizacidn de un arbitraje o de una mediacion para solucionar el problema?
Do you want arbitration or mediation procedures to be taken in order 1o resolve the problem? | Do you want arbitration or mediation procedures to be taken in order to resolve the problem?
[ Sl acepto la realizacion de un arbitraje [[] S acepto i2 reaiizacion de una mediacion [[] St acepto la realizacion de un arbitraje [] S, acepto ia realizacién de una mediacién 1
(2) Yes, | want arbitration procedures 1o be taken (3} Yes, | wa ediation procedures fo be taken. (2) Yes, | want arbitration procedures to be taken. (3) Yes, | want mediation procedures to be taken.
3 IDESCRIPCION DEL HECHO Y PRETENSIONES DE LA PERSONA RECLAMANTE/ DESCRIPTION OF THE COMPLAINT AND COMPLAINANT'S PRETENTIONS (4)
(=]
I
)
&
8
4 |OBSERVACIONES DE LA EMPRESA SOBRE LOS HECHOS RECLAMADOS / OBSERVATIONS OF THE COMPANY REGARDING THE COMPLAINT (4)
PERSONA CONSUMIDORA FIRMAS: PARTE RECLAWADA: __ VER REVERSO
CONSUMER SIGNED COMPANY OR PROFESSIONAL SEE BACK
CODIGO IDENTIFICATIVO REVERSO/BACK

de Administr,
usmo se le informa que la recogic

cionales, le informa que los datos

fichos datos fiene como

on Local y Relaciones Institu
yh
@ incorporan tales datos personales.

(1) En cumplimiento de o dispuesto en la Ley Organica 15/1999, de 13 de diciembre, de Proteccion de Datos de Caracter Personal, la Consej
personales contenidos en e! presente anexo y demds que se adjuntan van a ser incorporados, para su tratamiento, en un fichero automatizado. A
finalidad facilitar las actuaciones de control y mejora de los procedimientos de gestion, comprobacion y seguimiento correspondientes a los 6rganos ¢
De acuerdo con lo previsto en la citada Ley Organica, puede ejercitar los derechos de acceso, rectificacion, cancelacion y oposicion dirigiendo un escrito a la Secretaria General de Consumo. Consejeria de Administracion Local y
Relaciones Institucionales. Plaza Nueva, 4. C.P. 41071 - SEVILLA.

amiento d

titucionales informs you that any personal

(1) In compliance with the provisions of Spanish Organic Law 15/1999, of 13 December, for the Protection of Personal Data, Consejeria de Administracion Local y Relaciones In:
information obtained by completing this document/form will be entered and processed into an automated file. Please be advised that collection and treatment of the aforementioned information is to facilitate work to control and
improve management, checking and manitoring processes relating to those bodies which have incorporated the said personal data.

In accordance with the provisions of the aforementioned Organic Law, you may exercise your right to access, rectify, cancel and oppose this information by writing to the Secretaria General de Consumo. Consejeria de
Administracién Local y Relaciones institucionales. Plaza Nueva, 4. C.P. 41071 - SEVILLA

(2) Arbitraje. Es una via voluntaria y gratuita para la resolucion de confiictos, Es necesaria la adhesion de la empresa al Sisterna Arbitral de Consumo o que la empresa acepte el arbitraje para el supuesto concreto. El 6rgano
arbitral que decide sobre el conflicto, emite un “Laudo" que tiene caracter firme y que es vinculante para ambas partes

2) Arbitration: a free and voluntary way of resolving conflicts. The company must be a mel r of the Sistema Arbitral de Consumo {consumer arbifrag em), or the company must accept arbitration for the specific case
¥ ¢

The arbitrating authority for the conflict will pronounce a decision which shall be final and legally binding on both parties.

(3) Mediacion. Es un instrumento para resolver conflictos. Es voluntario para las dos partes y gratuito, y se plantea ante un organo mediador que ayuda a las partes a llegar a un acuerdo, Su resultado tiene eficacia entre dichas
partes.

(3) Mediation: a tool for resolving conflicts. It is free of charge and voluntary for both parties. The case is presented to a mediating body that helps both parties to come to an agreement Its result is effective for these parties

(4) Tiene usted derecho a aportar, junto a esta hoja de quejas y reclamaciones, un escrito aclaratorio de sus pretensiones u observaciones y una descripcion mas detallada de los hechos que la motiven.

(4) Along with the comments and complaints form, you have right to provide a written clarification of your remarks and observations and a more detailed description of your reasons for doing so

INSTRUCCIONES:

Ejemplar para entregar a la Administracion en caso de que en 10 dias habiles no se reciba contestacion o ésta no se considere correcta por parte de la persona consumidora No contestar en plazo de reclamacion supone
comision de una infraccion administrativa

Copy to be submitted to the Administration in the case that there (s no reply within 10 working days or where this is not believed to be correct on the behalf of the consur:
be considered an administrative offence.

er. In case there Is no reply during the claim period it will

001322/3D

La direccion de correo electronico se consignara en los supuestos de uso del sistema de hojas electronicas de quejas y reclamaciones. Para ello el establecimiento deberd Indicar su adhesion al sistema mediante cartel
anunciador. Asimismo, la persona consumidora o usuaria debera disponer de certificado electronico emitido por una entidad prestadora de servicios de certificacion reconocida por la Junta de Andalucla
The e-mail address will be indicated whenever the electronic complaint and claim sheets are used in the system. For this purpose, the establishment must indicate their adherence to the system by means of a visible written

notice, Likewise, the consumer or user must have an electronic certificate issued by a certifying entity recognised by the Junta de Andalucia
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5. Complaints Procedure
1. Stage1-Informal concern made to a member of staff (2-3 school days)

In the first instance speak directly with the member of staff concerned. This may be in
person, by telephone, in writing or by email. Many concerns can be resolved at this informal
stage. In the case of the concern being about the member of staff the complainant can
discuss the concern with the headteacher or complaints coordinator to seek support.

To prevent any later challenge or disagreement over what was said, brief notes of meetings
and telephone calls are kept and a copy of any written response is added to the record. These
notes are kept securely on the school’s Drive system and, where appropriate, encrypted.

If the concern is about the headteacher, the chair of the governing body should be informed
and will need to handle the complaint.

In case a complaint is made initially to a governor, the complainant should be referred to the
appropriate person. The governor in question should not act alone ona complaint outside the
procedure; if they do, they cannot be involved if the complaint is subject to a hearing at a later
stage of the procedure.

Within 3 school days, the complainant and the relevant member of staff should discuss the
issue in arespectful and informal manner to seek a mutual resolution.

At this stage, the complainant will be asked what they think might resolve the issue - any
acknowledgement that the school could have handled the situation betteris not anadmission
of unlawful or negligent action.

If an appropriate resolution cannot be sought at this informal level, or if the complainant is
dissatisfied with the outcome following the initial discussions, the complainant may wish to
proceed to the next level of the procedure.

2. Stage 2 - Formal complaint made to the headteacher* (15 school days)

Stage 2 of the process will be completed within 15 school days. Where the situation is
recognised as complex, and it is deemed to be unable to be resolved within this timescale,
the headteacher will contact the complainant to inform them of the revised target date viaa
written notification.

An appointment with the headteacher should be made, as soon as reasonably practical, to
avoid any possible worsening of the situation.

If the complaint is against the headteacher, the complainant will initially need to write, in
confidence, to the chair of the governing body. The chair will seek to resolve the issue
informally before moving directly to stage three of the procedure.
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Where the headteacher or chair of the governing body has made reasonable attempts to
accommodate the complainant with dates for a complaint meeting and they refuse or are
unable to attend, the meeting will be convened in their absence and a conclusion will be
reached in the interests of drawing the complaint to a close.

Where there are communication difficulties, the complaint may be made in person or via
telephone.

To prevent any later challenge or disagreement over what was said, brief notes of meetings
and telephone calls are kept, and a copy of any writtenresponse isadded totherecord. These
notes are kept securely on the school's Drive system and, where appropriate, encrypted.

In terms of a complaint being made against a member of staff, the headteacher will discuss
the issue with the staff member in question. Where necessary, the headteacher will conduct
interviews with any relevant parties, including witnesses and pupils, and take statements
from those involved.

All discussions shall be recorded by the headteacher and findings and resolutions will be
communicated to the complainant either verbally or in writing.

Once all facts are established, the headteacher shall contact the complainant in writing with
an explanation of the decision. The complainant will be advised of any escalation options(for
example, escalation to stage three)and will be provided with details of this process.

Any further action the school plans to take to resolve the issue will be explained to the
complainant in writing.

If the complainant is not satisfied with the outcome suggested, the procedure will progress
to stage three.

3. Stage 3 - Investigation by the chair of governors (20 school days)

The complainant should submit any complaint in respect of the headteacher's investigation
in writing (or via an alternative method if necessary)to the chair of governors.

The chair of governors will carry out an investigation and consider all available evidence.

The complainant and the headteacher will be informed of the outcome within 20 school days
of the chair of governors receiving the complaint. The complainant will be advised of any
escalation options (for example, escalation to stage four) and will be provided with details of
this process.

If the complainant is not satisfied with the manner in which the process has been followed,
considers the decision to be perverse, or believes that the chair hasacted unreasonably, they
may request that the governing body reviews the complaint (stage four).
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6. Interviewing witnesses

When interviewing pupils to gather information regarding a complaint, the interview should
be conducted in the presence of another member of staff or, in the case of serious
complaints, e.g. where the possibility of criminal investigation exists, in the presence of their
parents.

The school understands the importance of ensuring a friendly and relaxed area which is free
from intimidation.

All pupils interviewed will be made fully aware of what the interview concerns and their right
to have someone with them.

Staff are allowed a colleague to support them at their interview. The colleague must not be
anyone likely to be interviewed themselves, including their line manager.

The interviewer will not express opinions in words or attitude, so as to not influence the
interviewee.

The interviewee will sign a copy of the transcription of the interview.

7. Recording a complaint

A written record shall be kept of any complaint made, whether made via phone, in person or
in writing, detailing:

The mainissues raised, the findings and any recommendations.

Whether the complaint was resolved following an informal route, formal route or panel
hearing.

Actions taken by the school as aresult of the complaint (regardless of whether the complaint
was upheld).

All records are made available for inspection on the school premises by the headteacher.

The school holds the right to use recording devices, where appropriate, to ensure all parties
involved are able to review the discussions at a later date.

Where there are communication difficulties or disabilities, the school may provide recording
devices to ensure the complainant is able to access and review the discussions at a later
point.

Recording devices will not be used without the prior consent of all parties.

Details of any complaint made shall not be shared with the entire governing body. The
exception to this is when a complaint is made against the whole governing body and they
need to be aware of the allegations made against them, to respond to any independent
investigation.
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The school will hold all records of complaints centrally. Correspondence, statements and
records relating to individual complaints are kept confidential except where the Secretary of
State or a body conducting an inspection requests to access them.

The British International School of Jerez
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