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Our School Vision
Our school is a community where each person is valued as a child of God.
We are a Church of England school, inspired and guided by the life and
teaching of Jesus. We work together to create a caring, friendly and safe
school family, to enable the whole school community to flourish and each
person reach their full God-given potential.

Our Motto
“The ones who plant and the ones who water work together as a team with the same purpose.”
1 Corinthians 3:8
We believe that with God’s help when we all work as a TEAM - Together Everyone Achieves More.

Our Mission (INTENT)
At Donnington Wood CE Junior School we will

e put the safety of everyone as a priority so we can work in trust and peace.

e encourage everyone to understand the true meaning of friendship, fellowship and
community by acting with humility, compassion and in service to each other.

e beinclusive so everyone is valued and respected and where tolerance and diversity are
celebrated.

e seek out every opportunity to ensure that all of us flourish in all that we do, developing
wisdom and gcreativity, through an ambitious and broad curriculum that challenges
expectations, deepens knowledge and develops skills.

e empower pupils and adults to develop hope and perseverance, so that they are able to
engage/explore the challenges of school and the wider world.

e nurture the spiritual development of our school fellowship, develop tolerance of other
faiths, beliefs and cultures and build religious literacy through collective worship of God and
teaching of RE.

e champion our values to equip our children ready for their future as respectful individuals,
life-long learners and active citizens in society (justice).

This Vision and Mission will be evident in all we do, from the way we work together to the attitudes
to life you will see us show.

The following policy is based on DFE policy and guidance. It has been reviewed by the school’s
Governing Body. Date; February 2025 Review Date; March 2025, Jan 26 Update by; Robert Fox,
Headteacher
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Complaints Procedure

Who can make a complaint?

This complaints procedure is not limited to parents or carers of children that are registered at
schools within the federation. Any person, including members of the public, may make a complaint
about any provision of facilities or services that we provide. Unless complaints are dealt with under
separate statutory procedures (such as appeals relating to exclusions or admissions), we will use
this complaints procedure.

The difference between a concern and a complaint

A concern may be defined as 'an expression of worry or doubt over an issue considered to be
important for which reassurances are sought’.

A complaint may be defined as "an expression of dissatisfaction however made, about actions taken
or & lack of action’_

Itis in everyone's interest that concerns and complaints are resclved at the earliest possible stage.
Many issues can be resolved informally, without the need to use the formal stages of the complaints
procedure. DW.J School takes concerns seriously and will make every effort to resolve the matter as
quickly as possible.

Owr school is clear about the difference between a concern and a complaint. We take initial infor-
mal concerns seriously at the earliest stage, thus reducing the number of concems that may devel-
op into a formal complaint.

The underlying principle is that all concerns are handled, if at all possible, without the need for
formal procedures. The requirement to have a Complaints Procedure does not in any way
undermine efforts to resolve the concern informally.  In most cases the class teacher, or the
individual defivering the service in the case of extended school provision, will receive the first
approach. Usually our staff are able to resolve issues on the spot, including apologising where
necessary.

If you have difficulty discussing a concern with a particular member of staff, we will respect your
views. In these cases, the headteacher, will refer you to another staff member. Similarly, if the
member of staff directly involved feels unable to deal with a concem, the headteacher will refer you
to another staff member. The member of staff may be more senior but does not have to be. The
ability to consider the concern objectively and impartially is more important.

We understand however, that there are occasions when people would like to raize their concems
formally. In this case we will attempt to resolve the issue internally, through the stages outlined
within this complaints procedure.

How to raise a concern or make a complaint

A concern or complaint can be made in person, in writing or by telephone. They may also be made
by a third party acting on behalf on a complainant, as long as they have appropriate consent to do
s0.
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Concerns should be raised with aither the class teacher or headteacher. If the issue remains
unresolved, the nexl step is to make a formal complaint.

Complainants should nof approach individual govemors to raise concerns or complaints. Thay hav
o power i act on an individual basis and it may also prevent them from considering complaints a
Stage 2 of the procedura.

Complaints against school staff (axcept the headieacher) should be made in the first instance, to h
Fox (the headteachear) via the school office. Please mark them as Privale and Confidential.

FORMLA COMPLAIMTS MUST BE IM WRITING.

Complaints that involve or are about the headteacher should be addressed | Lvnne McGuire
via the school office. Please mark them as Privale and Confidential.

Complaints abouwt the Chair of Governars, any individual governor ar the whole governing body
should be addressed to Mrs Shirley Thompson (the Clerk to the Governing Body) via the school
office. Pleasa mark them as Private and Confidential.

For easa of use, a template complaint form is incleded at the end of this procedure. If you requine
help in completing the form, please contact the school office. You can also ask third party
ocrganisations like the Citizens Advice o help you.

In sccordance with equality law, we will consider making reasonable adjustments if reguired, to
enable complainanis lo access and complale this complaints procedure. For instance, providing
information in allemative formats, assisting complainants in raising a formal complaint or holding
meelings in accessible locations.

Anonymous complaints

We will not normally investigate anonymous complaints. However, the headieacher or Chair of
Gowvernors, if appropriaie, will determine whether the complaint warmranis an investigation.

Time scales

f'ou must raise the complaint within three months of the incident or, whare a saeries of associated
incidents have occurmed, within three months of the last of these incidents. We will consider

complaints made outside of this time frame if exceptional circumsiances apply. All responsa be
timings are based on school days only (term time).

Complaints received outside of term time

We will consider complaints made ouiside of term time to have been received on the first school d;
after the holiday period — all timings are to be considered within this remit (ie term time school wor
days only).

Scope of this Complaints Procedure

This procedure covers all complaints about any provision of community facilifies or services by oth
than complainis that are dealt with under other statulory procedures, including those listed balow.

Exceptions Whao to contact
« Admissions to schools Concemns about admissions, statutory assessmenis of
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Statutory assessments of
Speacial Educational Meeds
School re-organisation
proposals

Special Educational Meeds, or school re-organisation
proposals should be raised with Telford and Wrekin
Local Authority

Matters likely o require a Child
Protection Investigation

Complaints about child protection matters are handled
under our child profection and safeguarding policy and in
accordance with relevant statutory guidance.

If wou hawve serious concerns, you may wish to contad
the local authority designated officer (LADO ) who has
local responsibility for safeguarding or Family Connect.

Exclusion of children from
school®

Further information about raising concarms about
exclusion can be found at: www.gov.ukischool-
dizcipline-exclusions/exclusions.

‘complaintzs about the application of the behaviour palicy
{accassible via each schoal's wabsite or wvia the school

office) can be made through the schoal's complaints
procedure.

Whistleblowing

We have an infemal whistleblowing procedure for all our
employeeas, including temporary siaff and contractors.

The Secretary of Siate for Education is the prescribed
person for matters relating to education for
whistleblowers in education who do not want to raise
matters direct with their employer. Refarrals can ba
made al: www.education.gov.ukicontactus.

Volunteer staff who have concerns abouf ouwr school
should complain through the school's complaints
procedura. You may also be able to complain direct o
the LA or the Depariment for Education (see link abova),
depending on the substance of your complaint.

Staff grievances

Complaints from siaff will be dealt with under thea
school's internal grievance procedures.,

Siaff conduct

Complaints about staff will be dealt with under tha
school's internal disciplinary procadures, if appropriate.

Complainants will not be informed of any disciplinary
action taken against a staff member as a result of 8
complaint. However, the complainant will be notified that
the matier is being addressed.

Complainis about services
providaed by other providers
who may use school premisas
or facilities

Providers should have their own complaints procedura to
deal with complaints about sarvice. Please confact them
diract.

Mational Curriculum - content

Please contact the Depariment for Education af:
winw.education.gov.uklcontactus
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If ather bodies ame investigating aspects of the complaint, for example the police, local authority (LA)
safeguarding teams or Tribwnals, this may impact an our ability to adhera to the timescales within
this procedure or result in the procedure being suspanded until those public bodies have completed
thair imvestigations.

If a complainant commences legal action against the school, in relation to their complaint, we will
considar whather to suspend the complaints procedure in relation to their complaint until those legal
proceadings have concluded.

Withdrawal of a Complaint

If 8 complainant wants to withdraw thair complaint, we will ask them to confirm this in writing.

Serial and Persistent Complaints

If properdy followed, the Complaints Procedure will limit the number of complaints that becoma
profracted. However, thaere will be occasions when, despite all stages of the procedures having
been followed, the complainant remains dissatisfied. |If the complainant tries to reopen the same
izswe, the chair of the Governing Body is able to inform them in writing that the procedure has been
exhausted and that the matter is now closed from the Governing Body's point of view.

If the complainant contacts again on the same issue, the cormespondence may then be viewed as
‘sarial’ or ‘persistent’ and wa may choose not 1o respond. The school has a separate policy for
managing serial and unreasonable complainis or contact

Complaint campaigns

Occasionally, the schools may become the focus of a campaign and receive large volumes of com-
plaints:

= all based on the same subject
= from complainants unconnecied with the school
In arder to handle complaints of this nature, we may
« send a template response to all complainants
= publish a single response on the school's website
Or we may continue with each complaint individually — this will be at the headieacher's discretion.

Third parties

Any third party providars who use our school facilifies will be expecied to have their own complaints
procedures in place if they are using school premises or facilities to offer:

= community facilities
= SEMVices
Complaints in this regard should be directed siraight to the provider themselses.

Parental responsibility
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Conflict between esiranged parents over the application of parental responsibility is a common
cause of complainis made o schools. At Donnington Wood we will ulilisa the following documeant
wihen it considers any issues in relation to parenial responsibility;

hittps:ftwww.gov.ukigovernment'publications/ dealing-with-issues-ralaling-to-parental-responsibility

Resolving complaints

Al each siage in the procedure DW.J School wanis to resolve the complaint. I appropriate, we will
acknowledge that the complaint is upheld in whole or in parl. In addition, we may offer ona or more
of the following:

& an explanation
# an admission that the situation could have been handled differently or betier

&« an sssurance that we will iry to ansure the event complained of will not recur

# an explanation of the steps that have bean or will be taken fo halp enswre that it will not
happen again and an indication of the timescales within which any changas will be madea

« an underiaking to review school policies in ight of the complaint
« an apology.

The complainant will be encouraged to state what actions they feel might resolve the problam at
any sisge. An admission that the school could have handled the situstion batter is not the samss
as an admission of negligenca.

Chur procadura will identify areas of agreement batween the parlies. It is also of equal
importance to clarify any misunderstandings that might have occuwrred as this can create a
positive atmosphere in which fo discuss any oulstanding issuas.

EQUAL OPPORTUNITY

Al Donningbon Wood we are committed to listening and taking sarously all complainis without
discrimination on the basis of any personal, social, physical, religious, gender, academic, age, race
or cultural factors.

All members of the school community are entitled to have their points of view heard. We also
believe that any person complained againsl has equal rights with the parson making the complain.

Updated link: https://www.gov.uk/government/publications/dealing-with-issues-relating-to-parental-
responsibility/understanding-and-dealing-with-issues-relating-to-parental-responsibility#general-
principles-for-schools-and-local-authorities
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Stage 1

Formal complaints musi be made to the headteacher (unless they are about the headieacher), via
the school office. This may be done in writing (preferably on the Complaint Form).

Tha headteachar will record the date the complaint is received and will acknowladge receipt of the
complaint in writing {either by ketter or amail) within five school days.

Within this response, the headteacher will seek to clarify the nature of the complaint, ask what
ramains unresolved and what outcome the complainant would like o sea. The headieacher can
consider whether a face to face meseting is the most appropriate way of doing this.

Note: The headteacher may delegate the investigation to another member of the school's senior
leadership feam buf nof the decision to be taker.

During the investigation, the headteacher (or investigator) will:

« if macessary, interview those imiolved in the matter andlor those complained of, allowing them
to be accompanied if they wish

« keep awritbten record of any meetings/intarviews in relation to their investigation.

At the condusion of thair investigation, the executive headteacher will provide a formal written
rasponsa within twenty school days of the date of recaipt of the complaint.

If the headteacher is unable to meaet this deadline, thay will provide the complainant with an update
and revised response date.

The response will datail any actions taken to investigate the complaint and provide a full explanation
of the decision made and the reason(s) for it. Where appropriata, it will includa details of actions
aither school or the federation will take to resolve the complaint.

The headteacher will advise the complainant of how to escalate their complaint should they remain
dissatisfied with the outcome of Stage 1.

If the complaint is about the headieacher, or a meamber of the goveming body {including the Chair or
‘Wice-Chair), a suitably skilled governor will be appointed to complete all the actions at Stage 1.

Complaints about the headieacher or member of the goveming body must ba made to the Clark, via
the school office.

If the complaint is:
# jointly about the Chair and Vice Chair or
+ the entire govarning body or
+ the majority of the governing body

Stage 1 will be considered by an indepaendent investigator appointed by the governing body or
Lichfield Diocese. Al the condusion of thair inwestigation, the independent investigator will provide
a formal writlen response.
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Stage 2

If the complainant is dissatisfied with the ouicome at Stage 1 and wishes o take the matter further,
they can escalate the complaint to Stage 2 — a meeating with members of the govaming body's
complaints commitias, which will be formed of the first threse, impartial, gowernors available. This is
tha final stage of the complainis procedures.

A request bo escalate to Stage 2 must be mada to the Clerk, via the school office, within five schoal
days of receipt of the Siage 1 responsa.

The Clerk will record the date the complaint is received and acknowledge receipt of the complaint in
writing {either by letter or email) within five school days.

Requests received outside of this time frame will only be considered if exceptional circumstances
apply.

Thee Clerk will write to the complainant to inform tham of the date of the meeting. They will aim o
convena a meeling within seven school days of receipt of the Stage 2 request. If this is not possible,
the Clerk will provide an anticipated date and keep the complainant informed.

If the complainant rejects the offer of three proposed dates, without good reason, the Clark will
decide whean to hold the meating. It will then proceed in the complainant's absence on the basis of
written submissions from both paries.

The complaints committee will consist of at least three governors with no prior involsament or
knowledge of the complaint. Prior to the meeating, they will decide amongst themselves who will act
as the Chair of the Complaints Committes. If there are fewer than three governors from the school
available, the Clerk will source any additional, independant govermors through another local school
ar through their LA's Governor Services team, in order to make up the commitiee. Alarnatively, an
entirely independent commitlee may be convened to hear the complaint at Stage 2.

The commities will decide whether to deal with the complaint by inviting parfies o a meeting or
throuwgh writtan represantations, but in making their decision they will be sensitive o the
complainant's neads.

If the complainant is invited to attend the meeting, they may bring somecne along o provide
suppaort. This can ba a relative or friend. Generally, we do not encourage either party to bring kegal
represantatives to the committee meseting. However, thare may be occasions whean legal
represantation is appropriate.

For instance, if a school employee is called as a witness in & complaint mesating, they may wish 1o
be supported by wunion and/or legal representation.

Nate: Complaints about staff canduct will nof gererally be handied under this compiaints procedurs.
Camplainants will be advised that any siaff conduct complaints will be considered under staff
disciplinary procedures, if appropriate, but outcomes will nat be shared with them.

Represantatives from the media are not permitted to attend.
Al least five school days before the meeling, the Clerk will:

« confirm and nofify the complainant of the date, time and venue of the meeting, ensuring that, if
the complainant is invited, the dates are convenient to all parties and that the venuea and
proceedings are accessibla
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« reguesl copies of any further written material o be submilied o the commities at least three
school days before the meeting.

Any written material will ba circulated o all parties at least three school days before the date of the
meeting. The commitize will not normally accepl, as evidence, recordings of conversations that
were obiained coverily and without the informed consent of all parties being recorded.

The commities will also not review any new complaints at this stage or consider evidence unrelated
fo the initial complaint to be incleded. Mew complaints must be dealt with from Stage 1 of the
procedure.

The meating will be held in private. Electronic recordings of meelings or conversations are not
normally parmitied unless a complainant’s own disability or special needs require it. Prior knowledge
and consent of all parties attending must be scught bafore meetings or conversations take place.
Consant will be recorded in any minutes akan.

The committes will consider the complaint and all the evidence presented. The commities can:
« uphold the complaint in whola or in part
+ dismiss the complaint in whaole or in pari.

If the complaint is wpheald in whole or in part, the commities wilk
« decide on the appropriale aclion to be laken to resolve the complaint

+ whera appropriate, recommend changes to the school's systems or procedures o prevent
similar issues in the future.
The Chair of the Committee will provide the complainant and school with a full explanation of their
daecision and the reason(s} for it, in wrting, within five school days.

The letier io the complainant will include details of how to contact the Departiment for Education if
thay are dissalisfied with the way their complaint has bean handled by the school.

If the complaint is:
+ jointly about the Chair and Vice Chair or
+ the entire gowerning body or
+« tha majority of the govaming body
Stage 2 will be heard by a committes of independent, co-opted governors.

The response will detail any actions taken to investigale the complaint and provide a full explanation
of the decision made and the reason(s) for it. Where appropriate, it will include details of actions of
tha school will take to resalve the complaint.

The response will also advisa the complainant of how to escalate their complaint should they remain
dissatisfied.

Next Steps

If the complainant balieves the school did not handle their complaint in accordance with the
published complaints procedure or thay acted unlawfully or unreasonably in the exarcise of their
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dufies wnder education law, they can coniact the Department for Education after they have
completed Slage 2.

The Depariment for Education will not normally reinvestigale the substance of complaints or
ovarfurm any decisions made by the school. They will consider whether the school has adhered o
education legislation and any statulory policies connecied with the complaint.

The complainant can refer thair complaint to the Department for Education online at:
wnw education.gov. ukicontactus, by telephone on: 0370 000 2288 or by writing to:

Department for Education
Piccadilly Gate

Store Strest

Manchester

k1 2WD.
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