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Complaints Policy
Introduction

The Montessori Place is committed to providing a quality Montessori education for children and working in an open and accountable way that builds the trust and respect of all families connected with it. One of the ways in which we can continue to improve our service is by listening and responding to the views of our parents, and in particular by responding positively to complaints, and by putting mistakes right.

We recognise that many concerns will be raised informally, and dealt with quickly. An informal approach is appropriate when it can be achieved, but if concerns cannot be satisfactorily resolved informally, then the formal procedure should be followed. 

Therefore we aim to ensure that:

· making a complaint is as easy as possible; 

· we treat a complaint as a clear expression of dissatisfaction with our service which calls for an immediate response; 

· we deal with it promptly, politely and, when appropriate, confidentially; 

· we respond openly - for example, with an explanation, or an apology where we have got things wrong, or information on any action taken etc; 

· we learn from complaints, use them to improve our service, and review annually our complaints policy and procedures. 
Definition: The Montessori Place defines a complaint as 'any expression of dissatisfaction (with a member of staff, or Director) that requires a formal response'.

Purpose: The formal complaints procedure is intended to ensure that all complaints are handled fairly, consistently and wherever possible resolved to the complainant's satisfaction. 
Responsibility for Action: Head of School, Board of Directors.

	Applicability to Boarders

Boarders in the Young People’s Community who wish to bring forward complaints against members of staff may do so, following the guidelines outlined in this policy.


Methods:

To achieve this, we operate the following complaints procedure. We keep a log of all complaints and their outcomes, whether they were resolved at the preliminary stage, when a complaint is submitted in writing or whether they proceeded to a panel hearing. This is made available to Ofsted/HMI inspectors.  A record of the number of complaints registered during the previous school year is available to parents with this complaints policy.
Stage 1 - Informal resolution

It is hoped that most concerns will be resolved quickly and informally.  If parents have a concern or complaint they should normally contact their child’s Guide/Teacher. They may do so in person, by telephone or in writing. In many cases, the matter will be resolved straightaway by this means to the parent/carer’s satisfaction. 
If the Guide/Teacher cannot resolve the matter alone, or if the complaint relates to them, he/she will consult the Head of School.  If the complaint relates to the Head of School, the parent/carer may contact another Director.

The member of staff dealing with the issue will make a written record of all concerns and complaints and the date on which they were received.  The Head of School will be informed of the parent/carer’s complaint or concern.

Should the matter not be resolved within 10 working days or in the event that the Guide/Teacher or Director and the parent/carer fail to reach a satisfactory resolution then parents will be advised to pursue their complaint formally in accordance with Stage 2 of this procedure.
Stage 2 – Formal Complaint

If the complaint cannot be resolved on an informal basis, then the parent or carer should put their complaint in writing to the Head of School. If the complaint relates to the Head of School, the parent/carer may instead write to another Director.  The Head of School will acknowledge receipt of the complaint within two working days and complete a Complaints Record Form.

The Head of School will investigate the issues that have been raised.  In most cases he, or another Director not so far involved with the complaint, will speak to or meet the parents concerned to discuss the matter within 10 working days of receiving the complaint in writing. If possible, a resolution will be reached at this stage.

It may be necessary for the Head of School or another Director to carry out further investigations and these will begin as soon as possible.  The Head of School will keep written records of all meetings and interviews held in relation to the complaint.

Once the Head of School is satisfied that, so far as is practicable, all the relevant facts have been established, a decision will be made and parents will be informed of this decision in writing within 28 days of receipt of the complaint by the Head of School. The Head of School will give reasons for his decision.
The school keeps written complaints from parents/carers in the child's personal file. However, if the complaint involves a detailed investigation, the Head of School may wish to store all information relating to the investigation in a separate file designated for this complaint.

If parents are still not satisfied with the decision, they should request a panel hearing under Stage 3 of this procedure.
Stage 3 – Panel Hearing

If, following a failure to reach an earlier resolution, a parent or carer request a panel hearing in writing to the Head of School or another Director, giving reasons why they remain dissatisfied, a Complaints Panel will be convened.

The Panel will consist of three people 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 Directors are responsible for appointing the panel, but the independent mediator should be acceptable to both parties, listen to both sides and offer advice.  A mediator has no legal powers but can help to define the problem, review the action so far and suggest further ways in which it might be resolved.

Assessors and Mentors from Montessori Education (UK) are appropriate (objective) persons to be invited to act as mediators.

The mediator keeps all discussion confidential. He or she can hold separate meetings with the staff at the school and the parent/carer, prior to the panel meeting, if this is decided to be helpful. The mediator keeps an agreed written record of any meetings that are held and of any advice he or she gives. These records shall be supplied to all parties not later than 3 working days prior to the hearing.
The Directors will acknowledge the complaint and schedule a hearing to take place within 15 working days of receiving the written notice from the parent/carer. Parents will be invited to the Complaints Panel hearing by letter and given at least 7 working days notice of the scheduled date and time.  The parents/carers may be accompanied to the hearing by one other person. This may be a relative, teacher or friend. Legal representation will not normally be appropriate.

The Complaints Panel may:

· Dismiss the complaint in whole or in part

· Uphold the complaint in whole or in part

· Decide on the appropriate action to resolve the complaint

· Recommend changes to the School’s systems or procedures to ensure that problems of a similar nature do not occur again.

If possible, the Complaints Panel will resolve the complaint immediately without the need for further investigation and will write to parent/carer with its decision within 5 working days of the hearing.  Where further investigation is required, the Complaints Panel will decide how it should be carried out. After due consideration of all facts they consider relevant, the Complaints Panel will reach a decision and may make recommendations. The Complaints Panel will write to the parent/carer within 10 working days of the hearing informing them of the decision and the reasons for it and setting out any recommendations. The decision of the Panel will be final.

The Complaint Panel's decision and recommendations, if any, will be sent in writing to the parents, the Head of School, the Board of Directors and, where relevant, to staff involved and shall be made available for inspection at the school by the Board of Directors and by the Head of School.

Record keeping

A formal written record of all complaints will be kept [for a period of five years]. Information recorded will be the nature of the complaint, who was informed, what action was taken, and whether the complaint was resolved at a preliminary stage or proceeded to a Panel Hearing. Parents and carers can be assured that all concerns and complaints will be treated seriously and confidentially. Correspondence, statements and records will be kept confidential except where disclosure is required in the course of the School’s inspection or as requested by the Registration Authority; or where any other legal obligation prevails.

The School’s complaints procedure is included in information given to new parents and carers. A copy of the procedure is also available to view at the School during the School day, in the Family Room with information regarding the number of complaints made in the preceding academic year. The School will always provide a copy of the complaints procedure to parents/carers or prospective parents/carers on request. Any request should be made to the Head of School.

Ofsted and the Department for Education

Parents or carers may approach Ofsted or the Department for Education directly at any stage of this complaints procedure. The websites of both organisations provides useful information about complaints procedures.

In addition, where there seems to be a possible breach of the school's registration requirements, it is essential to involve Ofsted as the registering and inspection body with a duty to ensure the National Standards for Day Care are adhered to. 

If a child appears to be at risk, our school follows the procedures of the Local Safeguarding Children Board Committee in Brighton and Hove. If you are concerned about the welfare of a child you should call the Brighton and Hove Safeguarding Team.
	Ofsted Complaints and Compliance Line:                 0300 123 1231 (parents) 

0300 123 4666 (school)
Department for Education:                                        01325 735 562

B&H Multi Agency Safeguarding Hub (MASH):      01273 290 400


These details are displayed on our school's notice board.

In these cases, both the parent/carer and school are informed and the head teacher works with Ofsted or the Local Safeguarding Children Board to ensure a proper investigation of the complaint, followed by appropriate action.
Record of Complaints by Year
	Academic year
	Number of complaints

	2011/2012
	0

	2012/2013
	0

	2013/2014
	0

	2014/2015
	1

	2015/2016
	0
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