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SUMMARY OF THE ARRANGEMENTS FOR THE CONSIDERATION OF COMPLAINTS ABOUT THE SCHOOL CURRICULUM AND RELATED MATTERS
Contact
Information Governance Team

Tel. no

01803 207467

Email

childrensservicescomplaints@torbay.gov.uk

Introduction

This leaflet explains how complaints about curriculum and related matters will be handled. A copy of the full procedure can be obtained from the Complaints Manager (see contacts).

You may use this procedure if you believe that either the Local Authority (LA) or the governing body is failing:

· to provide the National Curriculum in the school or for a particular child;

· to follow the law on charging for school activities;

· to offer only approved qualifications or syllabuses;

· to provide religious education and daily collective worship;

· to provide the information that they have to provide;

· to carry out any other statutory duty relating to the curriculum;

· or are acting unreasonably in any of the above cases. 

A separate procedure exists for considering complaints about religious education and collective worship in aided schools. This procedure is detailed in Appendix 2 of the full procedure, available from the LA or via Council’s website.

Scope of the Arrangements

This procedure covers all schools maintained by the LA but excludes nursery schools, nursery classes in primary schools, or special schools established in a hospital

These arrangements are concerned only with the actions of governing bodies and the LA and do not cover complaints about the action of individual teachers or the headteacher. These are the subject of separate procedures approved by governing bodies.

For certain kinds of complaint, statutory appeals procedures exist. Where this is the case, these procedures must be exhausted before you consider using this procedure. 

The procedure does not cover complaints where there is a statutory procedure, which allows for final appeal to the Secretary of State or the Special Education Needs Tribunal. 

General Principles

All complaints will be dealt with as quickly and efficiently as possible however the length of time taken will vary with the gravity and complexity of the complaint and the urgency which it needs to be settled. The intention is that all complaints will be settled within a period, which is reasonable in all the circumstances.

All complaints will be investigated fully, fairly and carefully, and you will be kept informed of progress during, as well as at the end of, each stage. The main aim at all stages is to settle the complaint or where this is not the case, take a decision which allows you to proceed to the next stage, if you so wish.

Who do I complain to?

The procedure provides for three levels at which a complaint can be considered.  These are:

· the informal level, 

· the formal complaint to the governing body of a school, and 

· the formal complaint to the LA. 

Unless a complaint is about the powers or functions of the LA or there are exceptional circumstances, 

you should proceed through each of these stages.

If you are uncertain as to where to direct your complaint, you can contact the Complaints Manager for advice.

The Informal Level

Many complaints or potential complaints can best be resolved locally in discussion with the headteacher or other staff of the school or in other informal discussion. Unless there are exceptional circumstances, this should be your first step. 

In respect of complaints about the LA, you should contact the Complaints Manager.

Formal Complaint to the Governing Body
If your informal attempts to resolve the complaint are unsuccessful, the Headteacher will supply you with the name and address of the clerk to the governing body together with a copy of the procedure.

You should set out the complaint in writing and submit to the clerk to the governing body. This written notification should make clear exactly what your complaint is and that you wish it to be considered under this procedure.

If you need assistance in preparing your complaint, please contact the Complaints Manager.

Upon receipt of your complaint the clerk will arrange for it to be considered by the appropriate committee of the governing body. The committee will meet within 10 working days to give preliminary consideration to the complaint. At this meeting, you may choose, if you wish, to make an oral presentation to supplement your written complaint. This will enable the committee to decide whether the complaint falls within the scope of this procedure and decide the appropriate action to be taken. At this stage, the committee will not make a response unless it decides that your complaint does not come within the scope of this procedure. If this is the case, you will be informed of the committee’s decision, the reasons for the decision and the availability of the next stage of the procedure if you remain dissatisfied.

At any hearing in connection with the complaint, you may be accompanied by a friend or representative.

When the complaint has been fully investigated, the committee will consider the matter. This will normally be within 25 working days. In exceptional circumstances, the investigation of the complaint may take longer than the specified period. 

Formal complaint to the LA

This formal stage will be used if either:

· you have complained formally to the governing body and are not satisfied with the outcome and wish to complain to the LA; or

· your complaint relates to something which is solely the responsibility of the LA 

Within 14 days of being informed of the decision of the committee of governors, you should set out the complaint in writing and send it to the designated officer. The designated officer for complaints under this procedure is the Group Manager School Improvement. 

Having confirmed that it comes within the scope of this procedure, the designated officer will promptly acknowledge receipt of the complaint and arrange for it to be investigated. Where the complaint relates to religious education given in accordance with the agreed syllabus or to collective worship in community, voluntary controlled and foundation schools, the Standing Advisory Committee for Religious Education (SACRE) will consider such complaints and make appropriate recommendations to the LEA.

A specifically constituted Panel comprising no fewer than two and no more than four councillors with Lifelong Learning responsibilities will consider your complaint. Consideration will normally take place within 10 days for complaints deemed urgent and 25 days in the case of non-urgent complaints.

The Panel’s consideration will be directed towards establishing whether, in the view of the Panel, the governing body or the LA, as the case may be, acted reasonably, within the law in fulfilling their duties and, where this is not the case, the remedial action required. 

Role of the Secretary of State for Education and Skills

If you believe your school's governing body or the LA has acted 'unreasonably' you may approach the Secretary of State under section 496 or 497 of the Education Act 1996 and ask him/her to consider your complaint. For the Secretary of State to intervene the governing body has to be acting unreasonably or unlawfully and it must be expedient to intervene.
The contact details for the DCSF are as follows:

Online at http://www.dcsf.gov.uk/contactforms/contactus/schools.cfm
Telephone: 0870 000 2288

Fax: 01928 794248

Textphone/Minicom:  18001 0870 000 2288 

Phone lines are open 9:00am to 5:00pm, Monday to Friday.

In writing to the Department for Children, Schools and Families, Castle View House
East Lane, Runcorn, Cheshire WA7 2GJ 







� A new scheme for complaints is due to be introduced in September 2011 when the Secretary of State’s role will be replaced by a new complaints service with the Local Government Ombudsman being able to consider complaints about school issues.  
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