MAIDWELL HALL

PUPILS’ COMPLAINTS PROCEDURE

Complaints about another pupil

· If a pupil wishes to make a formal complaint about another pupil he/she should speak to a teacher, his/her tutor, the Deputy Head or the Headmaster.

· If the complaint concerns something to do with boarding arrangements the pupil should speak to the Housemaster, Head Matron or Headmaster.

· It is hoped that most complaints and concerns will be resolved quickly and amicably and within 2 days of the complaint being made. In the event that a complaint is difficult to resolve quickly then the Headmaster shall become involved if he isn’t already.

· The Headmaster will be informed of all formal complaints at the time that they are made.

· Formal complaints will be recorded in writing as will the resolution of the complaint.

· Pupils who make a complaint have the right to confidentiality and the means of resolving the complaint will be discussed and agreed with the pupil in advance of action being taken.

Complaints about a member of staff

· If a pupil wishes to make a formal complaint about a member of staff he/she should speak to the Headmaster (or Deputy Head in the Head’s absence). Alternatively he/she should speak to any teacher who will refer the matter immediately to the Headmaster who will then interview the pupil within 24 hours. The Headmaster shall decide whether the complaint constitutes a formal complaint and whether to initiate the complaints procedure.  

· The pupil has the right to confidentiality, but if such confidentiality shall hamper any investigation of the complaint the pupil shall be informed of this and given the choice of whether or not to have the matter investigated further.

· Subject to the above, the Headmaster will make a written record of the complaint which he will then investigate. If necessary he will involve senior members of staff in this investigation. The investigation will involve an interview with the member of staff against whom the complaint has been made within 48 hours of the complaint being made. The Headmaster will decide what action is to be taken as a result of the complaint. The pupil concerned will be informed. A written record of the full investigation will be made.

· The Parents of the pupil who has made the complaint should be notified that a formal complaint has been made immediately and should be kept informed of the investigation.

· If the complaint shall warrant it the Child Protection Officer will become involved in which case the Chairman of the Governors shall be informed. 

· Staff employment rights must be observed at all times. 

Complaints about the Headmaster

· If a pupil wishes to make a formal complaint about the Headmaster he/she should speak to the Deputy Head (or Assistant Head / Director of Studies, in the Deputy Head’s absence who will inform the Deputy Head at the first opportunity). Alternatively he/she should speak to any teacher who will refer the matter immediately to the Deputy Head. The Deputy Head shall decide whether the complaint constitutes a formal complaint and whether to initiate the complaints procedure.

· The pupil has the right to confidentiality, but if such confidentiality shall hamper any investigation of the complaint the pupil shall be informed of this and given the choice of whether or not to have the matter investigated further.

· Subject to the above, the Deputy Head will make a written record of the complaint and inform the Headmaster and the Chairman of the Governors that a formal complaint has been made and the nature of it. The Chairman of the Governors will then discuss the complaint with the Headmaster within 48 hours of the complaint being recorded by the Deputy Head and investigate the complaint further with the help of the Deputy Head and other senior members of staff as required. Written records of the investigation will be made. The Chairman of the Governors shall decide what action is to be taken as a result of the complaint. 

· If the complaint shall warrant it the Child Protection Officer shall become involved. 

· The Parents of the pupil who has made the complaint should be notified immediately that a formal complaint has been made and should be kept informed of the investigation.

· The Headmaster’s employment rights must be observed at all times.

School Assurances for Pupils and Parents
Parents can be assured that all concerns and complains will be treated seriously and confidentially. Correspondence, statements and records will be kept confidential except in so far as is required of the school by paragraph 6(2)(j) of the Education (Independent Schools Standards) Regulations 2003; where disclosure is required in the course of the school’s inspection; or where any other legal obligation prevails. 
Parents and boarders can contact Ofsted regarding any complaints concerning boarding welfare as follows:



Building C



Cumberland Place



Park Row



Nottingham



NG1 6HJ



Tel 08456 404040 

A written record is kept of serious complaints and their outcomes for regular review by the Headmaster, senior members of staff and the Governors. Complaints are resolved either to the complainant’s satisfaction, or with an otherwise appropriate outcome which balances the rights and duties of pupils. Pupils will not be penalized for making a complaint in good faith. 
