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2.

HEADINGTON RYE OXFORD SCHOOL
COMPLAINTS PROCEDURE POLICY

Introduction

1.1.Headington Rye Oxford prides itself on the quality of the teaching and pastoral care
provided to its pupils. However, if parents do have a complaint, they can expect it to
be treated by the School with care and sensitivity in accordance with this Complaints
Procedure Policy. This Policy applies to the whole School.

1.2. The School is here for your child and you can be assured that your child will not be
penalised for a complaint that parent(s) raise in good faith.

1.3. A copy of this Policy is available to all parents of pupils and prospective pupils on the
School’s website and from the School Receptions during the School day. The School
will ensure that parents of pupils and prospective pupils who request it are made
aware that this document is available-and of the number of complaints registered
under the formal procedure during the preceding School year.

1.4.In the application of this Policy the School will be mindful of its obligations under:

1.4.1. the Equality Act 2010;

1.4.2. the School’s Safeguarding Policy;

1.4.3. the School’s Data Protection Policy and Privacy Notice (which contains further
details of the process for a complaint made in relation to the use of personal data
by the School); and

1.4.4. the Data Use and Access Act 2025

Definitions

For the purposes of this Policy:

2.1. A “complaint” is an expression of dissatisfaction towards actions taken, or
perceived lack of action taken by the School. It may be made about the School as a
whole, about a specific department or about an individual member of staff, and
includes any matter about which a current parent is unhappy and seeks action by the
School.

2.2.“Parent(s)” means the holder(s) of parental responsibility for or who has care of a
current or former pupil about whom the complaint relates.

2.3.“Pupils” means persons for whom education is being provided at the School.

2.4.“the Head” refers to the Headmistress of Headington Rye Oxford (who oversees both
the Senior and Prep Schools) .

2.5.“working days” refers to weekdays (Monday to Friday) during term time, excluding
bank holidays and half term.



3. Who can make a Complaint

3.1. The following can make a complaint in line with this Policy:
3.1.1. Parent(s) of a current pupil
3.1.2. Parent (s) of former pupils if the complaint was initially raised when the pupil
was registered at Headington Rye Oxford.

3.2 The following are NOT eligible to make a complaint under this policy:
3.2.1.Parent(s) of a prospective Pupil
3.2.2. Parent(s) of a Pupil who has left the School because of an exclusion or removal
from School who should follow the procedures set out in the School’s Whole School
Exclusion Policy.

3.2.There may be occasions when it is necessary to deviate from this complaints
procedure if this is reasonable and justified and if so parent(s) will be notified of the
changes. The School will however always comply with the mandatory requirements
of the relevant Independent School Standards Guidance for independent schools.

4. Timescales

4.1. The School aims to resolve all complaints as speedily as possible and is dedicated to
ensuring they are managed efficiently and within clear and reasonable timescales.

4.2. Complaints should be made as soon as possible after an issue arises to ensure the
complaint can be addressed in a timely manner.

4.3.The School has a three-month time limit in which a complaint can be lodged following
an issue or where a series of associated issues have occurred, within three months
of the last of these issues The School will consider complaints made outside this time
limit within up to 12 months if exceptional circumstances apply. A complaint raised
after three months should therefore include details of the issues which led to the delay
in submitting the complaint and explain why there are exceptional circumstances.

4.4. Timescales for managing complaints at specific stages of the School’s complaints
procedure are set out in the relevant sections of this Policy. It is expected that the
management of every complaint will progress in a timely manner. Where there are
exceptional circumstances resulting in a delay to the timescales for a stage of the
complaints procedure (such as other bodies investigating aspects of the complaint),
the School will notify all parties involved of the new timescales as soon as possible.

4.5.Complaints which are raised in the School holidays will be deemed to have been
received on the first working day of the following School term or half term after receipt.

5. How to make a Complaint

5.1.1tis in everyone’s interests to resolve a complaint as speedily as possible. The School
operates a Three stage complaints procedure that Parent(s) should follow :

5.1.1. Stage 1: Informal raising of a complaint (Informal Resolution). Further details of
the process are set out in Appendix 1. If this does not resolve the complaint:



5.1.2. Stage 2: A formal complaint in writing (Formal Resolution). Further details of
the process are set out in Appendix 2.If this does not resolve the complaint and
Parent(s) wish to take the matter further:

5.1.3. Stage 3: Complaints Panel Hearing ( Formal Panel Hearing). Further details of
the process are set out in Appendix 3.

5.2.The School expects that most complaints will be resolved quickly and informally under
stage1 without the need to use the formal stages 2 and 3 of the complaints procedure.

5.3.The School will not normally limit the contact that complainants have with staff at the
School. However where repeated attempts are made by parent(s) to raise the same
complaint after it has been considered at all three stages this will be regarded by the
school as vexatious and outside the scope of this Policy and will not be considered
further by the School.

5.4.The School applies the Department for Education’s definition of unreasonable
behaviour when considering complaints and whether they are unreasonable, details
of which are set out in Appendix 4.

5.5.Parents of EYFS pupils who have a complaint should follow the three stages of this
complaints procedure set out above. If however they remain dissatisfied and their
complaint relates to the School’s fulfilment of the EYFS requirements they may take
their complaint to the ISI or Ofsted. ISI can be contacted on 020 7600 0100 or by
email: info@isi.net or post at: ISI, CAP House, 9-12 Long Lane, London, EC1A
9HA: Ofsted can be contacted on 0300 123 1231 or by email:
enquiries@ofsted.qov.uk or post at Ofsted, Piccadilly Gate, Store Street,
Manchester M1 2WD

6. Record Keeping and Confidentiality

6.1. A written record will be kept of all concerns and complaints and the date on which they
were received and of any meetings and interviews held when investigating a
complaint and all communications relating to the complaint.

6.2. All parental concerns are logged and reviewed on a regular basis by the Senior
Leadership Team in both Schools. The log is discussed with the Chair of Governors
on a termly basis, and a summary of complaints is submitted to the Governors’ Risk
and Compliance Committee.

6.3. The School will keep a written record of all formal complaints and whether they were
resolved at Stage 2 or Stage 3 and any action taken by the School as a result of the
complaint (regardless of whether the complaint is upheld). It will do so in accordance
with its Privacy Notice, Data Protection Policy and Retention of Records Policy.

6.4. The School processes data in accordance with its Privacy Notice. When dealing with
complaints the School (including any Complaints Panel member appointed under the
Stage 3 process) may process a range of information, which is likely to include the
following:

e Date when the issue was raised
e Name of parent
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6.5.

6.6.

6.7.

6.8.

Name of pupil

Description of the issue

Records of all the investigations (if appropriate)

Witness statements (if appropriate)

Name and contact details of member (s) of staff handling the issue at each stage
Copies of all correspondence on the issue (including emails and records of phone
conversations)

Notes/minutes of the hearing, and

The Complaints Panel’s written decision

Data may include ‘special category personal data’ (as further detailed in the School’s
Privacy Notice, but potentially including, for instance, information relating to physical
or mental health) where this is necessary owing to the nature of the complaint. This
data will be processed in accordance with the School’s Data Protection Policy.

All correspondence, statements and records relating to complaints shall be treated as
confidential except where access is-requested by the Secretary of State or a body
conducting an inspection under section 109 of Education and Skills Act 2008. There
may be other circumstances where disclosure of the substance of a complaint or
particular confidential records relating to it is required, for example, where there is a
legal, regulatory, safeguarding or data protection obligation (e.g. in response to a
subject access request) which prevails over the requirement to maintain the records
as confidential.

In accordance with paragraph 32(1) of Schedule 1 to the Education (Independent
School Standards) Regulations 2014 the School will make available, on request, to
Ofsted, the Department for Education (DfE) or the Independent Schools Inspectorate
(ISI), details of this Complaints Policy and the number of complaints registered under
the formal procedure during the preceding School year.

For the academic year 2024/25 the School received two Stage 2 formal
complaints that were resolved .




Appendix 1: Stage 1 of the Complaints Procedure: Informal Resolution

1. Who to contact:

1.1.1f parent(s) have a complaint they should initially contact the relevant Head of Key

Stage for Prep School pupils and in the case of a Senior School pupils parent(s)
should contact either the pupil’s;

e Head of Section;

e Head of Year;

e Head of Department; or

e Housemistress/Housemaster
Complaints for a Senior School pupil made directly to the Head or a Deputy Head will
usually be referred to the relevant staff member listed above unless they deem it
appropriate to deal with the matter personally.

1.2.Parent(s) who have a complaint against the Head of the Prep School should make
their complaint directly to the Head.

1.3.In many cases, the matter will be resolved straightaway to the parent(s)’ satisfaction.
However, it may be necessary for the member of staff approached to consult with a
Member of the Senior Management Group or a Deputy Head or the complaint may
be passed to a more senior member of staff to consider if appropriate.

1.4. An informal complaint will be acknowledged by telephone, email or letter within 3
1.5. working days of receipt, indicating the action that is being taken and the likely
timescales for any investigation or meeting with the parent.

1.6. The parent(s) will usually receive a response to the complaint within 10 working days
of the informal complaint being received unless advised that further time is
needed to investigate the complaint fully.

1.7.1f the parent is dissatisfied with the response to the informal complaint, or in the event
that the complaint cannot be resolved by informal means, the parent may make a
formal complaint under Stage 2 of this procedure as set out in Appendix 2.

2. Complaints about the Head

2.1.If a parent(s) has a complaint about the Head they may choose to raise it directly with
the Head if they feel that the matter is capable of resolution informally. The complaint
may be raised orally or in writing. If the complaint is submitted in writing, the School
will not automatically treat the complaint as a formal (stage 2) complaint and the Head
will endeavour to resolve the complaint informally under Stage 1.

2.2.The Head will acknowledge informal complaints within 3 working days and will seek
to resolve the matter under this Stage 1 by means of direct conversation or a meeting
with the parents, to be held within 10 working days of the initial complaint.



2.3.1f the complaint cannot be resolved by informal means, the parent may make a formal
complaint under Stage 2 of this procedure as set out in Appendix 2.

2.4. Alternatively, parents may choose to make their initial complaint about the Head to
the Chair of Governors via the Clerk to the  Governors
(clerk@Headingtonschool.com). If so the complaint will be treated as a formal
complaint under Stage 2 of this procedure as set out in Appendix 2.




Appendix 2: Stage 2 of the Complaints Procedure : Formal Resolution

1.

If a complaint cannot be resolved on an informal basis under stage 1 of the complaints
procedure and a parent(s) indicates they wish the complaint to be considered formally
under Stage 2 of the complaints procedure a formal complaint should be submitted in
writing to the Head.

The formal complaint within 7 working days from receipt of the response to their initial
complaint under Stage 1 and should include the parent(s) name and contact details and
full details of the complaint that is raised and why it is unresolved. In exceptional
circumstances an oral submission of the formal complaint will be accepted and the School
will send a written confirmation of the submission to the parent.

The formal complaint will normally be acknowledged within 3 working days, indicating
the action that is being taken by the Head and the likely timescales.

Investigation:

4.1.The Head may require further information from the parent(s) to help clarify the scope
and nature of their concerns raised or to carry out further investigation and if so this
will be requested.

4.2.The Head may in some circumstances deem it appropriate to nominate a staff
member to hear the complaint and manage the Stage 2 complaint process. The Head
(or their nominee) will decide, after considering the complaint, the appropriate course
of action to take.

4.3.In most cases, the Head will meet the parents concerned, normally within 7 working
days of receiving the formal complaint in writing (unless further information has been
requested and not yet received), to discuss the matter. During the meeting the Head
will aim to reach a resolution of the complaint if possible.

4.4.1f at the meeting it becomes apparent that further investigations are still needed the
head will advise accordingly and the timescale for completing those investigations.

Decision:

5.1.0nce the Head (or their nominee) 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.

5.2.The Head (or their nominee) will also give reasons for their decision. In most cases,
the Head (or their nominee) will make their decision and provide the parents with
reasons within 10 working days of the complaint being put in writing (or following the
provision of any further clarificatory information about the complaint to the Head, if so
requested).

5.3.If parents are dissatisfied with the decision, the parent can request that the complaint
be referred to a complaints panel under Stage 3 using the procedure set out in
Appendix 3.



6. Complaints about the Head

6.1.1f the formal complaint under Stage 2 relates to the Head, it should be put in writing
to the Chair of Governors via the Clerk to the Governors
(clerk@headingtonschool.com).

6.2. The formal complaint will be acknowledged within 5 working days, indicating the
action that is being taken and the likely timescales

6.3. The Chair of Governors will nominate a Governor to investigate and they will call for
a full report from the Head and for all the relevant documents. The nominated
Governor may also call for a briefing from members of staff, and will in most cases,
speak to or meet with the parents to discuss the matter further. Once the nominated
Governor is satisfied that, so far as is practicable, all of the relevant facts have been
established, the parents will be informed of the decision in writing. The nominated
Governor will give reasons for his/her decision. In most cases, the Governor will make
their decision and provide the parents with reasons within 15 working days of receipt
of the complaint in writing. If further clarificatory information about the complaint is
needed the written response will be sent within 15 working days of receiving the
additional information requested.

6.4.If parent(s) are dissatisfied with the decision reached under Stage 2 and wish to
pursue their complaint further they should communicate their decision to proceed to
Stage 3 of this procedure in accordance with the provisions set out in Appendix 3.



Appendix 3: Stage 3 : Formal Panel Hearing

1. How to request a Panel Hearing:

1.1.1f a complaint cannot be resolved informally or under Stage 2 of the complaints
procedure and parent(s) are still dissatisfied they may request the matter be considered
formally at a Panel hearing.

1.2. A Stage 3 Panel Hearing must be requested in writing to the Clerk to the Governors
within 10 working days of receiving the decision at Stage 2, setting out their grounds
of appeal together with any supporting evidence they wish to rely on. The Clerk to the
Governors can be contacted at the following email  address:
clerk@headingtonschool.com

1.3. The Clerk to the Governors will acknowledge the request for a Panel Hearing in writing
within 3 working days.

1.4.1f parent(s)are unable to provide their complaint within the time period stipulated due to
extenuating circumstances which have impeded them from taking action, the parent(s)
should request an extension in writing to the Clerk to the Governors in advance of the
original deadline, setting out the further time period requested and the reason for this.
This will be considered by the Clerk to the governors and the parent(s) will be advised
in writing of whether the request has been granted and if so, the extension allowed.

2. Planning the Panel Hearing:

2.1.The Clerk to the Governors, who has been appointed by the Governors to call hearings
of the Complaints Panel, will refer the appeal to the Complaints Panel for consideration.

2.2.The Complaints Panel:

2.2.1. The Panel will consist of three persons who were not directly involved in the
matters detailed in the complaint, one of whom shall be independent of the
management and running of the School.

2.2.2. The Chair of Governors will appoint one Panel member to act as Chair of the
Panel and will decide the remit of the Panel. The Clerk to the Governors, on
behalf of the Complaints Panel, will then schedule a hearing to take place within
20 working days of receiving the notification by parent(s) to proceed to
Stage 3 and send written notification to each party of the date, time and place of
the Panel Hearing. If the request for a panel hearing has been received in the
School holidays working days commence on the first day of the following term or
half term as set out in paragraph 4.5 of this Policy.

2.2.3. Copies of any documents that the parent wishes the Panel to consider should
be sent to the Clerk to the Governors to be received at least 10 working days
prior to the Panel Hearing. 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 and no later than 7 working days prior to the hearing.
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2.2.4. The Clerk to the Governors will circulate a copy of the bundle of documents to
be considered by the Complaints Panel to all parties at least 5 working days
prior to the Panel Hearing.

2.2.5. The parent(s) may be accompanied at the Panel Hearing if they wish by one
other person, for example by a relative or friend. Details of who will be attending
should be provided to the Clerk to the Governors in advance of the hearing. The
Panel Hearing is an internal proceeding, not a legal proceeding, and the right for
a parent to be accompanied does not confer a right to have a legal representative
to make representations at the hearing and is not permitted.

2.2.6. A note-taker (usually the clerk to the Governors) will attend the hearing to take
notes of the proceedings.

2.2.7. The manner in which the hearing is conducted shall be at the discretion of the
Panel.

2.2.8. If a parent(s) does not exercise the right to attend the panel hearing or does not
attend the hearing the Panel hearing will still proceed in accordance with the
procedure set out in this policy.

3. The Panel Hearing
3.1.1f possible, the Panel will resolve the parent(s) ’ complaint without the need for further
investigation. Where further investigation is required, the Panel will decide how it should
be carried out.

3.2. The Chair of the Panel may at their discretion adjourn the Panel Hearing if they consider
appropriate to do so for welfare reasons or to obtain additional information or for the
parties to take advice on a specific issue arising.

3.3. After due consideration of the merits of the complaint and all facts they consider
relevant, the Panel will make findings as to whether or not the Stage 2 decision was a
reasonable one and decide whether to:

3.3.1. dismiss the complaint(s) in whole or in part;
3.3.2. uphold the complaint(s) in whole or in part; and
3.3.3. make recommendations.

3.4.The Chair of the Panel will write to the parents informing them of the Panel’s decision
and the reasons for it, normally within 10 working days of the hearing (although
additional time may be required if it is necessary to carry out further investigations
following the hearing).

3.5.The decision of the Complaints Panel will be final. A copy of the Complaints Panel’s
findings and recommendations (if any) will be sent by electronic mail or otherwise given
to the parents, and, where relevant, the person complained about as well as the Chair
of Governors and the Head.

3.6.A copy of the Complaints Panel's findings and recommendations (if any) will be
available for inspection on the School premises by the Governors and the Head.
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Appendix 4: Unreasonable Complaints

1.

2.

3.

4.

Where repeated attempts are made by a parent to raise the same complaint after it has
been considered at all three stages, this will be regarded by the School as vexatious and
outside the scope of this Policy.

The School adopts the Department for Education's definition of unreasonable behaviour
as that which hinders our consideration of complaints because of the frequency or nature
of the complainant's contact with the School, such as if the complainant:

e refuses to articulate their complaint or specify the grounds of a complaint or the
outcomes sought by raising the complaint, despite offers of assistance

o refuses to co-operate with the complaints investigation process

o refuses to accept that certain issues are not within the scope of a complaints
procedure

e insists on the complaint being dealt with in ways which are incompatible with the
adopted complaints procedure or with good practice

e introduces trivial or irrelevant information which the complainant expects to be
taken into account and commented on, or raises large numbers of detailed but
unimportant questions, and insists they are fully answered, often immediately and
to their own timescales

e makes unjustified complaints about staff who are trying to deal with the issues,
and seeks to have them replaced

e changes the basis of the complaint as the investigation proceeds

e repeatedly makes the same complaint (despite previous investigations or
responses concluding that the complaint is groundless or has been addressed)

e refuses to accept the findings of the investigation into that complaint where the
School’s complaints procedure has been fully and properly implemented and
completed

e seeks an unrealistic outcome

e makes excessive demands on School time by frequent, lengthy and complicated

contact with staff regarding the complaint in person, in writing, by email and by

telephone while the complaint is being dealt with

uses threats to intimidate

uses abusive, offensive or discriminatory language or violence

knowingly provides falsified information

publishes unacceptable information on social media or other public forums

A complaint may also be considered unreasonable if it is manifestly unjustified,
inappropriate, or an improper use of formal procedure.

In assessing this, the School shall have regard to all the circumstances of the case and
the nature of the complaint itself rather than the nature of the complainant. In assessing
all of the circumstances of the case the School will consider a range of factors including:

4.1.whether a complaint has reasonable foundation
4.2.the history and context of the complaint (and any evidence where relevant)

4.3.whether the time and cost of investigating the complaint is proportionate to the
issue(s) complained of

4.4 .whether an investigation of the complaint is likely to cause a disproportionate or
unjustified level of disruption, irritation or distress
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4.5.unexplained delay in raising a complaint or issue

4.6.if the purpose of the complaint is to obtain an outcome which is unavailable via the
complaints procedure, such as a claim for compensation, damages or a refund of
fees paid

4.7.any evidence of a complaint being brought for an improper purpose

. Wherever possible, the Head and/or Chair of Governors will discuss any concerns with
the complainant informally before dismissing a complaint as unreasonable.

. If the behaviour continues, the School will write to the complainant explaining that their
behaviour is unreasonable and ask them to change it.

. For complainants who excessively contact the School causing a significate level of
disruption, the School may specify methods of communication and limit the number of
contacts in a communication plan. This will be reviewed after 6 months.
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