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Safe, Connected, Ready to Learn

Vision

Every interaction is an intervention: safe relationships create successful learners.

Ethos

"Do all the good you can, by all the means you can, in all the ways you can, in all the places you can, at all the times you can, to all the people you can, as long as ever you can." – John Wesley

At Mount School we believe that positive relationships, high expectations and a therapeutic approach create the conditions in which all pupils can succeed.
We are committed to providing a safe, nurturing and inclusive environment where every member of our school community is valued, respected and supported.
Through trauma-informed and restorative practices, we seek to remove barriers to learning and enable pupils to become safe, connected and ready to learn.
We value positive relationships with pupils, parents, carers, placing authorities and professionals. We welcome feedback and recognise that concerns and complaints provide valuable opportunities to improve our provision and strengthen our practice.
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1. Policy Statement
Mount School aims to provide the highest possible standards of education, care and support for all pupils.
The school recognises that from time to time concerns or complaints may arise and is committed to ensuring that these are handled fairly, consistently, sensitively and within appropriate timescales.
Complaints will be viewed as an opportunity to improve services, strengthen relationships and identify areas for development.
The school will seek to resolve concerns informally wherever possible whilst ensuring that a clear formal complaints procedure is available where required.

2. Aims
This policy aims to:
· Provide a clear complaints procedure.
· Ensure concerns are addressed fairly and promptly.
· Promote positive communication between the school and stakeholders.
· Ensure complaints are investigated appropriately.
· Support continuous improvement.
· Ensure compliance with Independent School Standards.
· Promote transparency, accountability and trust.

3. Legal Framework
This policy has regard to:
· Education Act 2002
· Independent School Standards (Wales) Regulations 2024
· Equality Act 2010
· Data Protection Act 2018
· UK General Data Protection Regulation (UK GDPR)
· Human Rights Act 1998
· Welsh Government guidance relating to complaints handling

4. Principles
Mount School will ensure that:
· Complaints are treated seriously.
· Complaints are investigated fairly.
· Individuals are treated with respect.
· Confidentiality is maintained where appropriate.
· Complaints are resolved as quickly as reasonably possible.
· Outcomes are communicated clearly.
· Lessons learned are used to improve practice.
· No individual is disadvantaged for raising a genuine concern or complaint.

5. Who Can Make a Complaint?
Complaints may be made by:
· Parents and carers.
· Pupils.
· Former pupils where the complaint relates to their time at Mount School.
· Placing authorities.
· Professionals working with pupils.
This policy does not apply to:
· Staff grievances.
· Disciplinary matters.
· Whistleblowing concerns.
· Child protection investigations.
· Admissions decisions.
· Complaints regarding external organisations not under the control of the school.

6. Complaints About Senior Leaders

Complaints concerning members of the Senior Leadership Team will be investigated by the Head of Provision unless the complaint concerns the Head of Provision personally.

Where the complaint concerns the Head of Provision, it must be submitted directly to the Principal/Proprietor. Complaints concerning the Head of Provision should be submitted in writing to the Principal/Proprietor via the Main School Office. Until the school is fully operational, correspondence should be marked Private and Confidential and addressed to the Principal/Proprietor.

Where the complaint concerns the Principal/Proprietor, it must be submitted directly to the Chair of Governors.

Where the complaint concerns both the Head of Provision and the Principal/Proprietor, or where there is any potential conflict of interest, the complaint should be submitted directly to the Chair of Governors, who will arrange for an independent investigation.
The individual who is the subject of the complaint will take no part in investigating, considering or determining the complaint.

7. Informal Resolution
Mount School encourages concerns to be raised at the earliest opportunity so that they can be resolved quickly and effectively.
Most concerns can be addressed through informal discussion and clarification without the need for a formal complaint.
Parents, carers, pupils, placing authorities or professionals with a concern should normally contact the Head of Provision in the first instance.
Upon receiving a concern, the Head of Provision may:
· Speak with the complainant.
· Discuss the matter with relevant staff.
· Review records and documentation.
· Seek clarification regarding the concern.
· Identify and implement solutions where appropriate.
The aim of the informal stage is to resolve concerns promptly, fairly and collaboratively.
Where possible, concerns will be resolved within 10 working days.
If the complainant remains dissatisfied, they may submit a formal complaint.

8. Formal Complaints Procedure
If a concern cannot be resolved informally, or if the complainant wishes to make a formal complaint, the complaint should be submitted in writing.
The complaint should include:
· The nature of the complaint.
· Relevant dates and circumstances.
· Any action already taken.
· Any supporting evidence.
· The outcome sought.
The school will acknowledge receipt of a formal complaint within three working days.
The complaint will then be investigated in accordance with this policy.

9. Investigation Process
Complaints will be investigated fairly, proportionately and objectively.
An investigation may include:
· Reviewing records and documentation.
· Speaking with relevant staff.
· Meeting with the complainant.
· Gathering witness statements where appropriate.
· Reviewing relevant policies and procedures.
· Considering safeguarding implications where relevant.
· Seeking advice from external agencies where necessary.
Investigations will be conducted on the balance of probabilities using the information available at the time.
The school will seek to establish:
· What happened.
· Whether procedures were followed appropriately.
· Whether improvements are required.
· Whether the complaint is upheld, partially upheld or not upheld.
A written outcome will normally be provided following completion of the investigation.

10. Complaint Outcomes
Following investigation, a complaint may be:
Upheld
The complaint is found to be justified.
Partially Upheld
Some aspects of the complaint are found to be justified.
Not Upheld
The complaint is not supported by the available evidence.
Resolved
A mutually acceptable resolution has been achieved.
Where appropriate, outcomes may include:
· An explanation or clarification.
· An apology.
· Changes to procedures.
· Additional staff guidance or training.
· Review of school practices.
· Additional monitoring arrangements.
· Other actions considered appropriate by the school.
The school will not normally disclose confidential information relating to disciplinary, employment, safeguarding or personnel matters involving other individuals.

11. Complaints Escalation Process
Stage 1 – Informal Resolution
Head of Provision
The Head of Provision will attempt to resolve concerns through discussion, clarification and informal investigation where appropriate.
Most concerns are expected to be resolved at this stage.

Stage 2 – Formal Complaint Investigation
Head of Provision
Formal complaints should be submitted in writing.
The Head of Provision will:
· Acknowledge the complaint.
· Conduct an investigation.
· Gather evidence.
· Meet with relevant parties where necessary.
· Reach a decision based on the available evidence.
· Provide a written outcome.
Where the complaint concerns the Head of Provision, the Principal/Proprietor will undertake the investigation.

Stage 3 – Appeal to the Principal/Proprietor
If the complainant remains dissatisfied following Stage 2, they may appeal in writing to the Principal/Proprietor within 10 working days.
The Principal/Proprietor will:
· Review the complaint.
· Review the investigation.
· Consider evidence and findings.
· Determine whether procedures were followed appropriately.
· Decide whether further action is required.
A written response will normally be provided within 20 working days.

Stage 4 – Governors' Complaints Panel
If the complainant remains dissatisfied following Stage 3, they may request a Governors' Complaints Panel.
The request should be submitted in writing within 10 working days of the Stage 3 outcome. Requests for a Stage 4 Governors' Complaints Panel should be submitted in writing to the Clerk to the Board of Governors via the Main School Office.

Requesting a Governors' Complaints Panel
Requests for a Governors' Complaints Panel should be submitted in writing to:
Clerk to the Board of Governors
Mount School
Pwyllcrochan Avenue
Colwyn Bay
LL297BT
Email: C2G@rydalpenrhos.com

The panel will consist of at least three people appointed by the Board of Governors. None of the panel members will have had prior involvement in the complaint and at least one panel member will be entirely independent of the management and running of the school.

The panel may:
· Review documentation.
· Meet with relevant parties.
· Request additional information.
· Consider whether procedures have been followed appropriately.
· Consider whether decisions were reasonable based upon the available evidence.
The panel may:
· Uphold the complaint.
· Partially uphold the complaint.
· Dismiss the complaint.
· Make recommendations for improvement.
The decision of the Governors' Complaints Panel will be final.

The complainant will receive written confirmation of:
· the panel's findings; 
· the reasons for the decision; 
· any recommendations made by the panel; 
· any actions the school intends to take arising from the complaint.


12. Timescales
The school will aim to meet the following timescales:
	Action
	Timescale

	Acknowledgement of formal complaint
	Within 3 working days

	Informal resolution
	Normally within 10 working days

	Formal investigation outcome
	Normally within 20 working days

	Appeal outcome
	Normally within 20 working days

	Governors' Panel decision
	Normally within 7 working days of the hearing


Where additional time is required due to complexity, absence of key individuals or external agency involvement, the complainant will be informed and provided with revised timescales.

13. Record Keeping
The school will maintain a secure record of all formal complaints.
Records may include:
· Date complaint received.
· Name of complainant.
· Nature of complaint.
· Investigation records.
· Correspondence.
· Meeting notes.
· Findings and outcomes.
· Actions taken.
Records will be retained securely in accordance with the school's GDPR and Records Retention arrangements.

14. Confidentiality and Data Protection
All complaints will be handled sensitively and confidentially.
Information will only be shared with individuals who require access in order to investigate, respond to or manage the complaint.
Personal information will be processed in accordance with:
· UK GDPR.
· Data Protection Act 2018.
· Mount School Data Protection Policy.
Information may be disclosed where required by law or safeguarding responsibilities.

15. Unreasonable or Persistent Complaints
Mount School recognises that complainants have the right to pursue concerns through the appropriate stages of the complaints procedure.
However, where a complainant:
· Repeatedly raises the same issue after the process has concluded.
· Makes excessive demands on staff time.
· Behaves in an abusive, threatening or aggressive manner.
· Refuses to accept outcomes following a full investigation.
the school may determine that the complaint is unreasonable or persistent.
In such circumstances the school may:
· Limit methods of communication.
· Require communication in writing only.
· Decline to revisit matters already investigated.
· Seek advice from the Board of Governors.
This will not prevent legitimate concerns from being considered appropriately.

16. Monitoring and Review
The Head of Provision will maintain oversight of complaints received and outcomes identified.
The Principal and Board of Governors will periodically review complaints information to identify:
· Trends.
· Areas for improvement.
· Training needs.
· Policy implications.
This policy will be reviewed annually or sooner where legislation, guidance or operational requirements change.

17. Associated Documents
This policy should be read alongside:
· Safeguarding and Child Protection Policy
· Behaviour Policy
· Attendance Policy
· Equality, Diversity and Inclusion Policy
· Staff Code of Conduct
· Whistleblowing Policy
· GDPR Policy
· ICT and Online Safety Policy













Appendix A – Complaints Form
Please complete and return this form to the Head of Provision (or Principal/Proprietor where the complaint concerns the Head of Provision).
Name:
Relationship to Pupil:
Pupil Name (if applicable):
Address:
Telephone Number:
Email Address:
Date:
Details of Complaint:



Actions Already Taken to Resolve the Concern:



Outcome Sought:



Supporting Documents Attached:
Yes / No
If yes, please list:

Signature:
Date:
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