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(The Policy and Procedure set out below are for use by parents/ carers of children in the Nursery
and Nursery Class (EYFS settings)/ Beech House (Infants’ School, including EYFS)/ Hesketh House
(Girls’ Junior School)/ Park Road (Boys’ Junior School)/ Girls’ Senior School & Boys’ Senior School)
Updated in line with revisions to DfE and ISI guidance (September 2015), changes to Personnel (from
1st January 2016) and further updated January/ February 2016 (advice from ISI, AGBIS and following
review of DfE’s ‘Best Practice Advice for School Complaints Procedures, 2016) and May 2017 (changes
to Nursery procedure & removal of Kidzone from policy)
The Bolton School Foundation aims to be a listening and responsive community in which positive
relationships exist between all its members and where pupils (and children in the EYFS settings) receive
the highest quality of teaching and pastoral care. If our provision falls short of these aims, we encourage
children, pupils, parents and carers to inform us of their concerns whilst these are still at a minor level
and can more easily be resolved by dialogue and mutual understanding. We are committed to taking
concerns seriously and to dealing with them fairly, openly and honestly so that we are able to come to
a quick resolution through informal means (Stage 1, below).
In some cases, however, it may not be possible to reach a resolution through informal means. In such
instances, Stages 2 and 3 may follow.
The number of working days within which we aim to resolve a complaint is given below at each stage
of the process. If the complaint concerns a term-time setting, please be aware that ‘working days’ do
not include school holidays, as staff may not be available to process complaints and carry out
investigations during holiday periods.
Scope of this Policy- Definition of a Complaint:
Since January 2015, any matter about which a parent or carer is unhappy and seeks action by the
school has been defined as a complaint and is therefore to be dealt with under the terms of this policy.
The purpose of any wording in this policy is to provide helpful clarification to parents about the most
appropriate dispute resolution process within the school procedures, rather than to limit the
availability of the statutory complaints process to parents. The intention underpinning this policy is
for concerns and complaints to be dealt with swiftly, judiciously and fairly by the person/ method most
appropriate at each Stage.
The complaints procedures outlined below do not apply to parents of prospective pupils. They apply
to past pupils only if the complaint was initially raised when the pupil was still registered.
Please note that the complaints process for permanent exclusions from one of the schools is not
considered in this policy but is outlined in the Terms and Conditions which all parents receive on
joining the School and in the ‘Expulsion, Removal and Review Policy’. A copy of both the Terms and
Conditions and/or the Expulsion, Removal and Review Policy can be obtained from the Clerk and
Treasurer’s Office at any time.
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Stage 1: Informal Resolution of initial concern:
If you are concerned about anything to do with the education or care provision at any one of our
schools or in the Nursery and Nursery Class, you should, in the first instance, discuss the matter
(preferably on the telephone or in person, rather than by email1) with someone who works closely with
your child in school or in the relevant setting. (It is normally best if this is done as soon as the concern
arises.) Most matters of concern can be dealt with in this way. All staff work very hard to ensure that
each child is happy at school and is making good progress: they always want to know if there is a
problem, so that they can take action before the problem seriously affects the child’s education or
welfare.


In the Nursery and Nursery class, this person would be: the child’s key worker or the room
leader (or you may wish to approach the Manager (or Deputy) informally at this stage);



In Beech House, this person would be: your child’s class teacher (or you may wish to approach
the Head (or Deputy) informally at this stage);
In Hesketh House, this person would be: your child’s class teacher (or you may wish to
approach the Head (or Deputy) informally at this stage);
In Park Road, this person would be: your child’s class/form teacher (or you may wish to
approach the Head (or Deputy) informally at this stage);
In the Girls’ Senior School, this person would be: the Head of School (Mrs Field, Years 7-9, Mrs
Smalley, Years 10-11 & Mrs Winder, Years 12 & 13) or you may wish to approach the Deputy
Head informally at this stage. (Please note that complaints made directly to the Headmistress
will usually be referred to his/ her Deputy or the relevant Pastoral Head at this stage, unless
the Headmistress deems it appropriate to deal with the matter personally or unless the
Headmistress is the subject of your complaint.)
In the Boys’ Senior School, this person would be: the pupil’s Head of Year or you may wish to
approach the Deputy Head informally at this stage. (Please note that complaints made directly
to the Headmaster will usually be referred to his Deputy or the relevant Pastoral Head or Head
of Department at this stage, unless the Headmaster deems it appropriate to deal with the
matter personally or unless the Headmaster is the subject of your complaint.)







In all of the above cases, if the concern is about the Headmaster, Headmistress, Headteacher or the
Manager of the Setting (Nursery and Nursery Class), please raise the matter initially with that
person, preferably in person or on the telephone.
The person contacted will aim to establish what has happened so far and who has been involved. S/he
will clarify the nature of your concern and what remains unresolved. S/he may be able to deal with
your concern immediately. Alternatively, s/he may need to investigate the matter which you have
raised and/ or discuss it with others.
The person contacted will provide you with an informal but informed response, normally within three
working days of your initial approach or s/he will tell you that his/ her investigations are still ongoing
1

For concerns/ complaints raised in emails, see the ‘Further notes’ at the end.
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and will require a further, stated amount of time, no longer than ten working days. In some cases,
s/he will tell you that s/he has passed the concern on to somebody more senior.
The person contacted will keep a record of any concern which you raise with him/her and the date on
which this happened. S/he will make a note of any discussions/ investigations which occurred as a
result and of how s/he resolved the matter. S/he will inform his/her line manager that s/he has dealt
with the issue. S/he will tell you, as the parent or carer, the broad manner in which the matter has
been investigated and how s/he has resolved the concern, either orally or in writing/ by email. (Where
s/he tells you orally what s/he has done, she will note down that the conversation took place).
If you are unhappy with the way in which the complaint has been handled and/or with the resolution
of the matter, you may then wish to proceed with your complaint in accordance with Stage 2 of this
procedure.
Stage 2- Formal Resolution
Parents or carers, whose complaint has not been resolved on an informal basis by the process(es) in
Stage 1, should put their complaint in writing2 to the following person:








In the Nursery and Nursery class, to Miss Hewitt or Mrs Taylor, Headteacher of Beech
House. (A copy of your complaint will be sent by the relevant person to Miss Hincks, the
Headmistress, who will advise on the resolution process);
In Beech House, to Mrs Taylor, who will send a copy of your complaint to Miss Hincks to
advise on the resolution process, or directly to Miss Hincks, Headmistress;
In Hesketh House, to Mrs Laverick, who will send a copy of your complaint to Miss Hincks to
advise on the resolution process, or directly to Miss Hincks, Headmistress;
In Park Road, to Mrs Faulkner, who will send a copy of your complaint to Mr Britton to
advise on the resolution process, or directly to Mr Britton, Headmaster;
In the Girls’ Senior School, to Miss Hincks, Headmistress;
In the Boys’ Senior School, to Mr Britton, Headmaster.

If your concern is about the Headteacher of the Boys’ Junior School, you should put your complaint
in writing to the Headmaster, Mr Philip Britton. If your complaint is about the Headteacher or
Manager of the Girls’ Junior School, the Infants’ School, Nursery or Nursery Class, you should put
your complaint in writing to the Headmistress, Miss Sue Hincks. If your concern is about the
Headmaster, you should put your complaint in writing to him. If your concern is about the
Headmistress, you should put your complaint in writing to her.

2

Whilst it is common practice to ask for Stage 2 complaints to be made in writing, the School acknowledges that the
complainant may prefer not to write due to a disability, learning difficulties or because English is not their first language. In
such cases, please inform the person who will receive the complaint of the difficulty and discuss with him/her the best way
of proceeding.

4

As far as term-time settings are concerned, the person receiving the written complaint will
acknowledge receipt within three working days and, thereafter, will consider the matter and decide
upon the most appropriate course of action to take once all the relevant facts so far have been
confirmed. In most cases, the person resolving the written complaint will meet/ speak to the parents
concerned, normally within 14 working days of receiving the letter of complaint. If possible, a
resolution will be reached at this stage. Otherwise, the Headmaster or Headmistress will carry out any
necessary further investigations. Written records of all meetings and interviews held in relation to the
complaint will be maintained throughout.
Once the Headmaster or Headmistress is satisfied that, so far as is practicable, all of the relevant facts
have been established, a decision will be made and parents will be informed of this decision in writing,
within 28 working days of receipt of the formal complaint. The Headmaster or Headmistress will also
give reasons for the decision.
As far as all-year round settings are concerned (the Nursery excluding the Nursery Class), the formal
complaint will be dealt with within 28 working days of its receipt. Parents will be told the outcome of
the internal investigation, and any action taken or planned, as an outcome of their complaint. Parents
may ask to have the outcome of the investigation in writing. If parents are not satisfied with their
response, or their concern relates to a matter they do not feel that they can discuss with the Nursery,
they can contact Ofsted. (See ‘After the Panel Hearing- Registered Settings’, below for contact details)
A written record will be kept of all Stage 2 complaints, including whether they are resolved following
the Stage 2 procedure or whether they proceed to a Panel Hearing. In addition, the action taken by the
School/ setting as a result of these complaints (regardless of whether or not they are upheld) will be
recorded.
If parents are still not satisfied with the decision, they should proceed to Stage 3 of this procedure.
Stage 3- Panel Hearing
If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution), they will be referred
to the Vice Chairman of Governors (Boys’ Division or Girls’ Division), who has been appointed by the
Governors to call hearings of the Complaints Panel.
The matter will then be referred to the Complaints Panel for consideration. The Panel will consist of
at least three persons 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 sort of person suitable to take
part in such a Panel would be someone who has ‘held a position of responsibility’ and who is ‘used to
analysing evidence and putting forward balanced arguments/ points’, according to the DfE guidance
issued in 2002 to the ISC General Secretary and confirmed in the January 2013, January 2015 and
September 2015 ISI Regulations. ‘Examples of persons likely to be suitable are serving or retired
business people, civil servants, heads or senior members of staff at other schools people with a legal
background and retired members of the Police Force’.) Each of the Panel members, including the
person independent of the management and running of the school, shall be appointed by the
Governing Body.
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The Governing Body, on behalf of the panel will then acknowledge the complaint and schedule a
hearing to take place as soon as practicable and within 14 working days during term time. The Panel
will be supported by the School’s Clerk & Treasurer.
If the Panel deems it necessary, it may require that further particulars of the complaint or any related
matter be supplied in advance of the hearing. Copies of such particulars shall be supplied to all parties
not later than 7 working days during term time prior to the hearing.
The parents 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.
If possible, the Panel will resolve the complaint immediately without the need for further investigation.
Where further investigation is required, the Panel will decide how it should be carried out. After due
consideration of all the facts they consider relevant, the Panel will reach a decision and may make
recommendations, which they shall complete within 14 working days of the Hearing during term time.
The decision of the Panel will be final. The Panel’s findings and, if any, recommendations will be sent
in writing to the complainant(s) and, where relevant, the person complained about. It will be available
for inspection on the school premises by the Governors and the Headmaster or Headmistress and the
Head of the appropriate part of the Foundation (Head of Beech House, Park Road or Hesketh House or
the Nursery Manager).
After the Panel Hearing (non-Registered Settings)
Following the Stage 3 panel hearing, if matters remain unresolved, a letter will be sent to the parents
explaining that the Alternative Dispute Resolution for Consumer Disputes (Competent Authorities and
Information) Regulations 2015 require the School to provide, on conclusion of the final stage of the
School's complaints procedure, the name and address of an alternative dispute resolution provider
who has been certified by the Chartered Trading Standards Institute as competent to resolve consumer
disputes. These details are set out below. However, please note that the School is not obliged to enter
into alternative dispute resolution and each matter will be dealt with on a case by case basis at the
conclusion of Stage 3. The name, address and contact details of a certified competent authority are as
follows: ADR Group, 160 Fleet Street, London EC4A 2DQ. Telephone: 020 3600 5050. Email: Consumerdispute@ADRgroup.co.uk .
After the Panel Hearing (Registered EYFS Settings, ie the Nursery, Nursery Class & Beech House EYFS
provision)
Additional requirements apply for EYFS settings beyond those which apply to the other parts of the
Foundation. Written complaints about the fulfilment of the EYFS requirements must be investigated
and the complainant notified of the outcome of the investigation within 28 days. The record of
complaints must be made available to Ofsted and ISI on request.
Parents may contact Ofsted and/or ISI should they wish to; the relevant contact details are:
Independent Schools Inspectorate - CAP House, 9-12 Long Lane, London EC1A 9HA; Telephone 0207
600 0100 http://www.isi.net; Ofsted - Piccadilly Gate, Store Street, Manchester, M1 2WD General
Enquiries 0300 123 1231. Telephone number: 0161 618 8524 www.ofsted.gov.uk
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Further Notes on the Complaints Policy and Procedure:
Emailed Complaints: Stage 1 of the Complaints procedure (above) strongly advises parents or carers
to discuss matters of concern on the telephone or in person. This is because a dialogue enables each
person to hear the other’s opinion and often helps people to understand the nuances of a standpoint
more effectively than do other forms of communication. Email is often a convenient way of reaching a
member of staff but can be less effective at enabling the quick resolution of an issue. Whilst the policy
above says that all formal complaints will be made in writing, this does not mean that the formal stage is
automatically triggered whenever a concern is expressed in writing, for example if it is initially sent by
email. Complaints will usually only progress to the formal stage after first being considered at the
preliminary stage and only then if the complainant intends to escalate a matter to the formal stage.
Confidentiality: Parents can be assured that all concerns and complaints will be treated seriously and
confidentially. Correspondence, statements and records relating to individual complaints will be kept
confidential except where the Secretary of State or a body conducting an inspection under Section
108 or 109 of the 2008 Act requests access to them, or where another legal obligation is deemed to
exist. In the EYFS settings, the record of complaints must be made available to Ofsted on request.
Time scales: In the interest of fairness to all parties, and in order to enable a proper investigation to
take place, the Foundation would normally expect complaints to be made as soon as possible after
an incident arises. Similarly, if parents/ carers/ guardians do not consider that there has been a
proper response to a Complaint at either Stage 1 or Stage 2 of the Complaints process, it is helpful if
they can invoke the next Stage as soon as possible after they have heard the School’s/ setting’s
response.
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Record Keeping: Records of all formal complaints (i.e. those which reach Stage 2) are kept confidentially
in a separate file by the Headmaster or Headmistress for 3 years indicating whether they were resolved
at the preliminary stage or proceeded to a panel hearing and including information about action taken
by the school as a result of such complaints (regardless of whether or not the complaint was upheld).
Until January 2015, complaints which required resolution at Stage 3 (along with resulting actions) were
also recorded in a file kept by the Governing Body and reviewed once a year (February meeting) by the
Executive Committee. Since January 2015, the list of complaints reviewed by the Governors on an annual
basis has included those which have reached Stage 2 as well as Stage 3. Individual Schools/ settings in
the Foundation each have a different procedure for ensuring that informal complaints are monitored so
that patterns of concern are registered.
Information for Parents: Parents are informed about the number of Stage 3 complaints in the preceding
year in the relevant Headteacher’s email and in this document: The number of complaints reaching
Stage 3 in the Bolton School Foundation between 31st January 2016 and 31st January 2017 was: 0
Allegations of Abuse: Allegations of abuse against a member of staff must be reported to the
Headmaster (Mr Britton) or Headmistress (Miss Hincks) immediately. Allegations of abuse against the
Headmaster/ Headmistress must be reported to the Chairman of Governors (or, in his absence the Vice
Chair for the Girls’ or Boys’ Division as appropriate) immediately. There is a separate ‘Allegations of
Abuse’ Policy which can be seen on the website or is available on request from the Clerk of Treasurer’s
office at no cost.
Reminders: Parents in the five schools will be reminded each year by the Head of each part of the
Foundation (Girls’ Division and Boys’ Division) that the Complaints Policy exists and can be viewed on
the website or obtained on request from the Clerk and Treasurer’s Office at no cost. Nursery parents will
receive regular reminders from the Nursery Manager.
Information: If the Headteacher/ Manager of any part of the Foundation sends out the Complaints
Policy on request to any parent, s/he will inform the Clerk and Treasurer.
Review: The Executive Committee (which includes Governing Body representation) will review this
policy at least every year and assess its implementation and effectiveness.
(The Policy and Procedure set out below are for use by pupils in Hesketh House/ Park Road/ Girls’
Senior School & Boys’ Senior School)
Pupils who have concerns or complaints should talk to their class/ form teacher (Junior Boys’ and
Girls’), subject teacher, form tutor or Head of Year (Senior Boys’) or form tutor/ Head of School (Senior
Girls’) in the first instance. If the resolution is more complex, issues may then be passed on to the
Headmaster/ Headmistress or his/her Deputy. A written record will be kept of all significant concerns
and complaints, the date on which they were received and the details of the subsequent investigation.
Pupils will be kept informed, both of how the matter has been investigated and of the resolution.
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