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Complaints Policy                                                        
At Castle Tots we believe that children are happiest and develop to the best of their ability when 
parents/carers and staff work together in partnership. We operate an open door policy and welcome 
parents/carers into the setting at all times. We recognise parents/carers as an integral part of the care and 
early learning team and feel happy and confident to share information between home and the provision. 
We do this by; 

●​ Recognising that parents/carers are an essential part of their child’s development and we value and 
encourage their contributions. 

●​ Having an open door policy, where parents/carers feel welcome. 
●​ Ensuring our documentation and communications are in a parent/carer friendly format. 
●​ Ensuring that all parents/carers are aware of our policies and procedures.  
●​ Maintaining regular contact with parents/cares to help us to build a secure and beneficial working 

relationship for children. 
●​ Creating opportunities for parents/carers to talk to other adults in a secure and supportive 

environment through activities like open days, parent/carer(s) evenings and workshops.  
●​ Informing parents/carers about the range and type of activities and experiences provided for 

children, the daily routines of the setting, the types of food and drinks provided for children and 
events through regular newsletters, parent notice boards, the school website and daily contact.  

●​ Operating a key person system to enable a close working relationship with all parents/carers.  
●​ Informing parents/carers on a regular basis about their child’s progress and involving them in the 

shared record keeping. 
●​ Informing all parents/carers of the systems for registering queries, compliments or complaints. 
●​ Providing opportunities for parents/carers to learn about the Early Years Foundation Stage and 

about young children's learning in the provision and ways they can support their child at home. 
●​ Informing parents/carers how the nursery supports children with special educational needs and 

disabilities. 
 
Staff and trustees recognise that concerns from parents/carers arise from time to time.  We are a busy, 
hardworking academy which strives to balance the needs of all and in doing so we acknowledge that, at 
times, some individuals may feel upset or aggrieved.  It is for this reason that we actively support and 
encourage matters to be dealt with informally as this allows the academy to deal with matters promptly; 
minimising lost time and avoiding unnecessary hostilities.  The academy is always willing to help 
parents/carers resolve complaints, grievances and upsets without the need to make a formal complaint.  We 
hope this procedure will help all to understand how we can resolve such issues in the spirit of partnership.  

 
We have adopted the following procedure to deal with complaints. The Board of Trustees believes that most 
matters can be dealt with informally, thus enabling positive relationships to be maintained.  Before making a 
formal complaint it is essential that all attempts to resolve matters informally have been exhausted, anyone 
requiring support or advice with this should contact the school office and a member of the Senior 
Leadership Team will be happy to meet with them to discuss this.  The formal stages of the complaints 
procedure, detailed below are to be used only when informal attempts to resolve problems have been 
unsuccessful.  It should be noted that an anonymous concern or complaint will not be investigated under 
this procedure, unless there are exceptional circumstances.  In order to ensure that complaints can be 
investigated fully they should be brought to the attention of the academy as soon as possible, and in any 
event complaints being raised more than three months after the event will not be considered. 

 

Complaints about our fulfilment of early years requirements 

We will investigate all written complaints relating to the school’s fulfilment of the Early Years Foundation 
Stage (EYFS) requirements, and notify the complainant of the outcome within 28 days of receiving the 
complaint. The school will keep a record of the complaint and make this available to Ofsted on request. 
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Parents and carers can notify Ofsted if they believe that the school is not meeting Early Years Foundation 
Stage requirements, by: 

   Calling 0300 123 4666 

   Emailing enquiries@ofsted.gov.uk 

   Using the online contact form available at 
https://www.gov.uk/government/organisations/ofsted#org-contacts 

We will notify parents and carers if we become aware that the school is to be inspected by Ofsted. We will 
also supply a copy of the inspection report to parents and carers of children attending the setting on a 
regular basis. 

Stage 1 - Informal 
Any parent, who should have cause for complaint or any queries regarding the care or early learning 
provided by the provision should in the first instance take it up with the child's key person or arrange to 
meet with the Castle Tots Manager. 

 
Stage 2 Appeal 
If the issue remains unresolved or parents/carers feel they have received an unsatisfactory outcome, then 
these concerns must be presented in writing to the Headteacher. The Headteacher, or someone nominated 
by the Headteacher will then investigate the complaint and report back to the parent/carer within seven 
working days. This will be fully documented in the complaints file and will detail the nature of the complaint 
and any actions arising from it.  

 
Stage 3 Formal 
If the matter is still not resolved, a formal meeting will be held between the Headteacher, parent/carer, 
Castle Tots Manager and Early Years’ Leader to ensure that it is dealt with comprehensively. A record of the 
meeting will be made along with documented actions, which will be signed by all to signify the conclusion 

of the procedure.  
 
Stage 4 Appeal 
If the matter cannot be resolved to their satisfaction, then parents/carers have the right to raise the matter 
with the Board of Trustees. In this case, a letter setting out the nature of the complaint should be sent to 
the Academy Office. 

 
●​ As trustees may not be available at all times, four trustee nominees will be agreed from whom a 

panel of three may be drawn. 

●​ When the clerk to the Trustees receives a copy of the complaint form he/she will inform the Board 
of Trustees that a complaint has been received and that it has been passed to the panel to deal 
with.  No further information about the complaint should be shared with other Trustees. 

●​ The appeal hearing is independent and impartial.  Therefore no Trustee may sit on the panel if they 
have had a prior involvement in the complaint or in the circumstances surrounding it.  In deciding 
the make-up of the panel. 

●​ One of the Trustees on the panel will be independent of the academy and should be a Trustee from 
another academy/school. 

 
NB: If the appeals panel deem that the evidence gathered at stages 1 and 2 show the complaint to be 
‘frivolous and vexatious’ the chair of the panel can decide to dismiss the complaint prior to the hearing. If 
the appeals panel deem that the complainant has not exhausted the opportunities to resolve the complaint 
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at informal and earlier formal stages the chair of the panel can decide to dismiss the complaint prior to the 
hearing. 

 
Conducting the Hearing 
The aim of the Trustees appeal hearing will always be to resolve the complaint and achieve reconciliation 
between the academy and the complainant.  The panel chair will ensure that: 

●​ All Trustees on the panel are fully aware of the complaints procedure 
●​ The proceedings are held in private and made as welcoming as possible 
●​ After introductions, the complainant is invited to explain their complaint, and be followed by their 

witnesses 
●​ Witnesses will only attend for the part of the hearing in which they are required to give their 

evidence 
●​ The Headteacher or designated person has the opportunity to question both the complainant and 

the witnesses after each has spoken 
●​ The Headteacher or designated person is given the opportunity to explain the academy’s actions 

and be followed by the academy’s witnesses 
●​ The complainant is given the opportunity to question the Headteacher or designated person and 

the witnesses after each has spoken 
●​ The panel are able to ask questions at any point 
●​ The complainant is invited to sum up their complaint 
●​ The Headteacher or designated person is then invited to sum up the academy’s actions and 

response to the complaint 
●​ Both parties leave together while the panel decides on the issues 

 
Outcomes from Appeals Panel 
The Trustees’s appeals panel can decide to: 

●​ Dismiss the complaint in whole or in part 
●​ Uphold the complaint in whole or in part 
●​ Decide on the appropriate action to be taken to resolve the complaint 
●​ Recommend changes to the academy’s systems or procedures to ensure that problems of a similar 

nature do not recur 
 
The panel should report their findings and decisions verbally to the complainant and those directly 
concerned with the complaint as soon as possible following the meeting and formally in writing within five 
days of the meeting. 

 
This is the end of the complaints process and decisions made are final.  There is no further right of appeal.  
If complainants feel the academy has acted *unreasonably they may complain to the Secretary of State. 

 
*It should be noted that, in this sense, the word "unreasonably" is used in a strict sense and means acting in 
a way that no reasonable academy or authority could act in the circumstances. 

 
A record of complaints will be kept in the setting. The record will include the name of the complainant, the 
nature of the complaint, date and time complaint received, action(s) taken, result of any investigations and 
any information given to the complainant including a dated response.  
 
Parent/Carer(s) will be able to access this record if they wish to, however all personal details relating to any 
complaint will be stored confidentially and will be only accessible by the parties involved. Ofsted will have 
access to this record at any time during inspections.  
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This policy is monitored by the Castle Tots Manager in conjunction with the Headteacher, EYFS leader and 

reviewed annually. 
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CASTLE HILL PRIMARY ACADEMY 
 

Procedure for Handling Complaints 

Academy Complaint Form/Appeals 

Please complete and return to the Academy Office. 

 
Name: 

 

Address: 

 

Daytime Telephone Number: 

 

Evening Telephone Number: 

 

Relationship e.g. parent/carer: 

 

Name of child/ children (If applicable): 

 
Please give details of your complaint and/or attach original letter of complaint 
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CASTLE HILL PRIMARY ACADEMY 
 

 Procedure for Handling Complaints 

Academy Complaint Form/Appeals 

 
Please outline why you are unsatisfied with the complaints process so far 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
What actions do you feel might resolve the problem? 

 

 

 

 

Date: 

 

Signature: 
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