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1. Policy statement and aims
Mere Valley School is committed to providing a safe, respectful, transparent and high-quality education and care environment for pupils with special educational needs and disabilities. The school welcomes feedback and treats concerns and complaints as an important source of safeguarding, quality assurance and improvement intelligence.
The school aims to resolve concerns early, fairly and proportionately, without defensiveness or delay. Where a concern becomes a complaint, the school will follow a clear staged procedure, maintain accurate records, protect confidentiality and ensure that complainants are not treated less favourably because they have raised a concern.
This policy is designed to meet the requirements for independent schools and to support the school’s wider safeguarding culture. It should be read alongside the school’s Safeguarding and Child Protection Policy and Staff Code of Conduct.
provide a clear route for parents and carers to raise concerns or complaints about the school’s provision, services, decisions or conduct;
ensure complaints are handled promptly, consistently, impartially and with due regard to confidentiality;
ensure safeguarding concerns are identified immediately and referred through the correct safeguarding procedures rather than delayed within a complaints process;
make reasonable adjustments so parents, carers and pupils can access the complaints procedure;
ensure learning from complaints informs leadership, governance, risk management and school improvement.
2. Compliance framework
This policy has been prepared with regard to the following requirements and guidance:
Education (Independent School Standards) Regulations 2014, Schedule, Part 7, paragraph 33: Manner in which complaints are handled;
Independent School Standards guidance, Department for Education, April 2026;
Keeping Children Safe in Education 2025, including duties relating to safeguarding concerns, allegations against adults, low-level concerns, child-on-child abuse, confidentiality and record keeping;
Working Together to Safeguard Children, as applicable to local safeguarding arrangements;
Children Act 1989 and Children Act 2004;
Equality Act 2010, including reasonable adjustments and non-discrimination duties;
Data Protection Act 2018 and UK GDPR, including confidentiality, information sharing and data subject complaint handling;
Special Educational Needs and Disability Code of Practice 0 to 25 years, where complaints relate to SEND provision or reasonable adjustments.
For compliance with Part 7 of the Independent School Standards, this policy:
deals with complaints from parents of pupils;
sets out clear timescales for managing complaints;
provides for informal resolution where appropriate;
requires formal complaints to be made in writing;
allows escalation to a panel hearing where the parent is not satisfied with the response to the formal complaint;
requires a panel of at least three people who were not directly involved in the matters complained about, with at least one member independent of the management and running of the school;
allows a parent to attend and be accompanied at a panel hearing;
requires panel findings and recommendations to be provided to the complainant and, where relevant, the person complained about, and to be available for inspection on the school premises by the proprietor and Head of School;
requires a written record of formal complaints, including whether they were resolved at formal stage or proceeded to panel hearing and any action taken by the school, whether or not upheld;
requires correspondence, statements and records relating to individual complaints to be kept confidential except where lawful disclosure is required or requested by the Secretary of State or an inspection body.
3. Definitions and scope
3.1 What is a concern?
A concern is an expression of worry, dissatisfaction or uncertainty where the person raising it would like the matter clarified, reviewed or resolved. Most concerns can and should be resolved swiftly by the member of staff closest to the issue, provided there is no safeguarding risk or conflict of interest.
3.2 What is a complaint?
A complaint is an expression of dissatisfaction about real or perceived actions, omissions, decisions, provision, conduct, communication or service by the school, where a response, remedy or review is expected. A complaint may be made orally at the early resolution stage but must be submitted in writing to enter the formal complaints procedure.
3.3 Who may use this policy?
The Independent School Standards require a procedure for complaints from parents of pupils currently educated at the school. Mere Valley School also seeks to apply the spirit of this policy to concerns from carers, pupils, placing authorities, visitors and other stakeholders where the matter concerns the school’s provision. The school may use a modified process where the complainant is not a parent of a current pupil, provided safeguarding, fairness, confidentiality and data protection are maintained.
3.4 Matters outside this procedure
Some matters are governed by separate statutory, contractual or safeguarding procedures. The school will signpost or redirect these appropriately. Examples include:
child protection concerns, allegations against adults, low-level concerns or child-on-child abuse, which must be managed under safeguarding procedures immediately;
admissions appeals or decisions for prospective pupils, unless the complaint concerns the conduct of the school during the process;
statutory EHCP decisions, placement decisions, annual review decisions or local authority decisions, which sit with the local authority and SEND Tribunal routes;
staff grievance, disciplinary or whistleblowing matters, which are managed under employment procedures;
pupil exclusion or suspension processes where a specific review route applies;
data protection rights requests, although a complaint about how data has been handled may be logged under this policy and referred to the Data Protection Lead;
anonymous complaints, which will be considered at the discretion of the Head of School or proprietor, particularly where safeguarding, risk or serious misconduct may be indicated.
4. Safeguarding complaints and KCSIE interface
Safeguarding is the school’s first priority. No concern or complaint will be managed in a way that delays referral to the Designated Safeguarding Lead, local authority children’s social care, the Local Authority Designated Officer or the police where such action is required.
4.1 Immediate safeguarding triage
When a complaint is received, the person receiving it must consider immediately whether it includes:
an allegation that a child has been harmed, may be at risk of harm, or is at risk of abuse, neglect or exploitation;
a concern that a member of staff, supply worker, volunteer, contractor, visitor or other adult working in or on behalf of the school may have behaved in a way that has harmed a child, may have harmed a child, poses a risk of harm to a child, or may be unsuitable to work with children;
a low-level concern that an adult’s behaviour is inconsistent with the Staff Code of Conduct, even if the behaviour does not meet the harm threshold;
child-on-child abuse, including sexual violence, sexual harassment, harmful sexual behaviour, bullying, discriminatory abuse, online abuse or coercive behaviour;
a risk linked to mental health, self-harm, exploitation, domestic abuse, private fostering, missing education or contextual safeguarding.
Where any of the above indicators are present, the complaint must be passed to the Designated Safeguarding Lead immediately. Where the concern is about the Head of School, it must be reported directly to the proprietor or Chair of the proprietor/governance body. Where the concern is about the proprietor or governance chair, advice must be sought from the Local Authority Designated Officer and/or the local authority safeguarding partnership.
4.2 Allegations against adults
Any allegation that meets the harm threshold will be managed under the school’s safeguarding and allegations procedures in line with KCSIE. The school will seek advice from the Local Authority Designated Officer without delay and will not investigate in a way that could compromise a statutory safeguarding process. The complaints procedure may be paused, adapted or run alongside safeguarding processes only where it is safe, lawful and appropriate to do so.
4.3 Low-level concerns
KCSIE makes clear that the term “low-level concern” does not mean that the concern is insignificant. It refers to any concern, no matter how small, that an adult working in or on behalf of the school may have acted in a way that is inconsistent with the Staff Code of Conduct, including inappropriate conduct outside work, but does not meet the harm threshold. Low-level concerns may arise through a complaint, disclosure, suspicion, observation, self-referral or vetting information.
Where a complaint includes a possible low-level concern, it must be recorded and shared in accordance with the Low-Level Concerns Policy. The Head of School remains the ultimate decision-maker for low-level concerns unless the concern relates to the Head of School, in which case it will be escalated to the proprietor or governance chair. Concerns about supply staff, contractors or volunteers will also be notified to their employer or agency where appropriate so that patterns of behaviour can be identified.
4.4 Child-on-child abuse and sexual harassment
The school adopts a zero-tolerance approach to child-on-child abuse, sexual violence and sexual harassment. Where a complaint alleges or indicates such behaviour, the DSL will complete a safeguarding risk assessment, consider the needs of the alleged victim, alleged perpetrator and wider pupil group, and determine whether external referrals are required. The complaint response must never suggest that children are responsible for preventing abuse or that harmful behaviour is simply “banter”, “part of growing up” or “relationship difficulty”.
4.5 Information sharing and confidentiality in safeguarding cases
Confidentiality will be maintained as far as possible, but safeguarding information will be shared with those who need to know in order to protect children, comply with statutory duties, make referrals or manage risk. The school will explain this to complainants wherever safe and appropriate.
5. Principles for handling complaints
Child-centred: the welfare, safety and voice of the pupil will be considered throughout.
Resolution-focused: the school will seek early resolution where possible without discouraging escalation where a parent remains dissatisfied.
Fair and impartial: no person will investigate or sit on a panel where they were directly involved in the matter complained about.
Accessible: reasonable adjustments will be made for disability, communication needs, literacy needs, language, trauma, neurodivergence and practical barriers.
Transparent: the school will explain the process, timescales, points of contact and possible outcomes.
Proportionate: the level of investigation will reflect the seriousness, complexity and risk of the complaint.
Evidence-informed: findings will be based on available evidence, records, interviews and professional judgement.
Confidential: information will be shared only with those who need to know, except where legal or safeguarding obligations require disclosure.
Improvement-led: upheld, partially upheld and not upheld complaints may all identify learning for the school.
6. Accessibility, SEND and communication support
Mere Valley School will ensure that the complaints process is accessible to parents, carers and pupils, including those with SEND, disability, neurodivergence, mental health needs, trauma histories, literacy difficulties, English as an additional language or communication needs.
Reasonable adjustments may include:
accepting complaints in alternative formats, including email, audio recording, supported written statements or facilitated meetings;
providing large print, easy-read or simplified versions of key stages;
allowing additional time where a disability or caring responsibility affects participation;
using visual timelines, plain English summaries or communication aids;
holding meetings in accessible venues or online where appropriate;
permitting an advocate, interpreter, family member or trusted adult to support the complainant;
ensuring pupils are supported by a familiar adult where their views are sought.
Adjustments will not remove the need for fairness, confidentiality or safeguarding rigour, but they should ensure that the process is not harder to access because of disability, SEND or communication barriers.
7. Roles and responsibilities
	Role
	Main responsibilities
	Complaint route where the role is implicated

	All staff
	Receive concerns respectfully; record key information; pass complaints to the appropriate leader; refer safeguarding concerns immediately to the DSL.
	Refer to line manager or DSL as appropriate.

	Class teacher / tutor / keyworker
	Seek early resolution for day-to-day concerns about provision, communication, routines or pupil experience.
	Stage 0 or escalation to senior leader.

	Designated Safeguarding Lead
	Triage safeguarding content; manage child protection referrals; advise on confidentiality, information sharing and risk; link with LADO, children’s social care and police as required.
	Where complaint concerns the DSL, escalate to Head of School or proprietor, unless this creates conflict.

	Head of School
	Overall responsibility for effective implementation; decision-maker for formal complaints unless conflicted; ensures learning is acted on.
	Complaint about Head of School goes to proprietor/governance chair.

	Proprietor / governance body
	Ensures policy compliance; appoints panel where required; receives reports on complaints and learning; ensures the complaints register is maintained.
	Complaint about proprietor/chair follows the independent governance route and external advice.

	Clerk / complaints administrator
	Acknowledges complaints; manages timelines, bundles, hearing logistics, minutes and records.
	Where conflicted, alternate administrator appointed.

	Independent panel member
	Provides independent scrutiny at Stage 3; must be independent of management and running of the school.
	Must declare conflicts before appointment.




8. Complaints stages and timescales
The school will normally follow the stages below. “School days” exclude weekends, bank holidays and school closure periods. Where a complaint is received during a school holiday, the timescale will normally start on the first school day after the holiday, although safeguarding matters will be dealt with immediately.
	Stage
	Purpose
	Submitted to
	Target timescale
	Outcome

	Stage 0: Concern / early resolution
	Resolve quickly and informally where safe and appropriate.
	Relevant staff member, tutor/keyworker or senior leader.
	Usually within 5 school days.
	Clarification, apology, action, meeting note or escalation advice.

	Stage 1: Formal written complaint
	Register the complaint and confirm scope, desired outcome and investigator.
	Head of School or complaints administrator.
	Acknowledge within 3 school days. Investigation response normally within 15 school days.
	Written response with findings, rationale and next steps.

	Stage 2: Senior review
	Review handling, evidence, proportionality and outcome where parent remains dissatisfied.
	Head of School, proprietor or nominated senior reviewer not previously directly involved.
	Request within 10 school days of Stage 1 outcome. Response normally within 15 school days.
	Review decision, any amended findings, recommendations or remedies.

	Stage 3: Independent panel hearing
	Final internal review before a panel of at least three, including one independent member.
	Clerk to proprietor/governing body.
	Request within 10 school days of Stage 2 outcome. Hearing normally within 20 school days; decision normally within 7 school days of hearing.
	Panel findings and recommendations. Final school decision.


Where a complaint is complex, involves external agencies, requires safeguarding advice or depends on the availability of key witnesses, the school may extend timescales. The complainant will be informed of the reason for any extension and the revised target date.
9. Stage 0: concern or early resolution
Parents and carers are encouraged to raise concerns early with the member of staff closest to the issue. This might be the tutor, teacher, keyworker, pastoral lead, therapist or school office depending on the nature of the concern.
At Stage 0, the school will:
listen carefully and clarify the issue and desired outcome;
check whether any safeguarding, health and safety or discrimination issue requires immediate escalation;
agree who will respond and by when;
keep a brief record of the concern and resolution where appropriate;
confirm any agreed action, apology, explanation or next step.
A concern will move to the formal process if the parent asks for this, if the matter is serious, if early resolution is not possible, or if the parent remains dissatisfied after Stage 0.
10. Stage 1: formal written complaint
10.1 How to submit a formal complaint
A formal complaint should be submitted in writing to the Head of School or complaints administrator. The school will support parents to submit the complaint where disability, literacy, language or communication needs make this difficult. The complaint should include:
the pupil’s name and class or pathway;
the parent/carer’s name and contact details;
a clear summary of the complaint;
key dates, people involved and any relevant documents;
what has already been done to resolve the matter;
the outcome or remedy sought.
10.2 Acknowledgement and scope
The school will acknowledge a formal complaint within 3 school days. The acknowledgement will confirm the complaint scope, investigator, next steps and expected response date. If any part of the complaint falls outside this policy or must be managed under safeguarding, disciplinary, SEND, admissions or data protection procedures, this will be explained.
10.3 Investigation
The investigator will be impartial and not directly involved in the matter complained about wherever practicable. The investigation may include:
reviewing records, policies, communication logs, risk assessments, behaviour records, care plans or EHCP documentation;
speaking with relevant staff, leaders, witnesses and, where appropriate, the pupil;
considering whether the school acted in line with policy, statutory duties, the pupil’s known needs and reasonable professional expectations;
identifying whether immediate remedial action is required before the final response;
considering whether the complaint identifies wider safeguarding, equality, SEND, communication or systems learning.
10.4 Stage 1 written response
The Stage 1 response will normally be issued within 15 school days of acknowledgement. It will include:
a summary of the complaint considered;
the evidence reviewed, subject to confidentiality;
findings for each substantive issue: upheld, partially upheld, not upheld or inconclusive;
the reasons for the findings;
any action, remedy, apology, review, training, policy amendment or monitoring agreed;
how to request Stage 2 review if the parent remains dissatisfied.
11. Stage 2: complaint review by the Head of School or nominee
If the parent is dissatisfied with the Stage 1 outcome, they may request a Stage 2 review within 10 school days of the Stage 1 response. The request should explain why the Stage 1 response is considered unsatisfactory and what outcome is sought. A Stage 2 review is not normally a complete reinvestigation; it is a review of the complaint handling, evidence, findings, proportionality and proposed remedy.
The Stage 2 reviewer will normally be the Head of School if not previously involved, or a senior leader/proprietor representative who was not directly involved in the matter. The reviewer may meet with the parent, review the file, interview additional witnesses or seek external advice if needed.
The Stage 2 written response will normally be issued within 15 school days. It will confirm whether the Stage 1 findings are upheld, amended or overturned and will explain any additional action. The response will also explain how to request a Stage 3 panel hearing if the parent remains dissatisfied.
12. Stage 3: independent complaints panel hearing
12.1 Requesting a panel hearing
If the parent remains dissatisfied after Stage 2, they may request a Stage 3 panel hearing within 10 school days of the Stage 2 response. The request should be sent to the Clerk to the proprietor/governing body and should identify the unresolved issues and desired outcome.
12.2 Panel composition
The panel will be appointed by or on behalf of the proprietor and will consist of at least three people who were not directly involved in the matters detailed in the complaint. At least one panel member will be independent of the management and running of the school. The independent panel member must not be a member of the school workforce, must not be part of the proprietor or governance body, and must not otherwise be involved in the management of the school. A person who regularly acts for the school, for example as its usual solicitor or consultant, would not normally be sufficiently independent.
12.3 Notice, papers and attendance
The Clerk will acknowledge the Stage 3 request within 3 school days and will seek to arrange the hearing within 20 school days. The parent will receive written notice of the date, time, venue or online arrangements, panel membership and procedure at least 5 school days before the hearing wherever practicable.
The parent may attend and be accompanied if they wish. The companion may be a relative, friend, advocate or supporter. Legal representation is not usually necessary because the hearing is not a legal tribunal; however, the panel chair has discretion to allow legal representation where fairness requires it, for example where complex legal issues arise or the school intends to be legally represented.
Papers should normally be provided to the Clerk at least 5 school days before the hearing. Late evidence may be admitted at the panel chair’s discretion where it is relevant and fairness can be maintained.
12.4 Conduct of the hearing
The hearing will be conducted respectfully and in private. The panel chair will ensure that all parties have a fair opportunity to present their position, ask questions through the chair and respond to relevant evidence. The panel may proceed if the parent chooses not to attend, provided reasonable notice was given and the parent has had an opportunity to submit written representations.
The panel may:
uphold, partially uphold, not uphold or find the complaint inconclusive;
recommend an apology, explanation, review, training, policy amendment, further monitoring, meeting or other proportionate remedy;
recommend changes to systems, communication, risk management, SEND provision, quality assurance or safeguarding practice;
refer any safeguarding matter that emerges to the DSL, LADO or relevant statutory agency.
12.5 Panel decision
The panel will make findings and recommendations. The written decision will normally be issued within 7 school days of the hearing. A copy of the findings and recommendations will be provided to the complainant and, where relevant, the person complained about. A copy will also be made available for inspection on the school premises by the proprietor and Head of School. The Stage 3 decision is the final stage of the school’s internal complaints procedure.
13. Complaints about the Head of School, proprietor or governance
	Complaint concerns
	Route
	Safeguarding route if relevant

	Head of School
	Submit to the proprietor/governance chair. The proprietor will appoint an appropriate investigator or reviewer.
	If allegation meets or may meet harm threshold, consult LADO without delay.

	Designated Safeguarding Lead
	Submit to Head of School, unless conflicted. Safeguarding oversight remains with alternate DSL or external safeguarding advice.
	LADO/children’s social care advice as required.

	Proprietor or governance chair
	Submit to the clerk, responsible individual, alternate proprietor representative or nominated external governance adviser. An independent investigator or panel may be appointed.
	LADO/local authority safeguarding partnership advice if any adult safeguarding concern is indicated.

	Multiple senior leaders or systemic concern
	Proprietor to appoint a suitably independent investigator and ensure no conflicted person controls the process.
	External safeguarding advice to be sought where necessary.


14. Record keeping, confidentiality and data protection
14.1 Complaints records
The school will keep a written record of all complaints made in accordance with the formal procedure. The record will include whether each complaint was resolved following a formal procedure or proceeded to a panel hearing, and the action taken by the school as a result of the complaint, whether or not the complaint was upheld.
The complaints register will include:
date received and complainant details;
pupil name, where relevant;
summary category and stage;
safeguarding triage outcome;
investigator or reviewer;
dates of acknowledgement, response and closure;
outcome and whether upheld, partially upheld, not upheld or inconclusive;
actions, recommendations, learning and completion evidence;
whether the matter proceeded to panel hearing.
14.2 Confidentiality
Correspondence, statements and records relating to individual complaints will be kept confidential except where disclosure is required by the Secretary of State, an inspection body, the Local Authority Designated Officer, children’s social care, the police, a court, tribunal, legal duty or where disclosure is otherwise necessary and lawful for safeguarding, regulatory or governance purposes.
14.3 Data protection
Complaints records will be processed in line with the Data Protection Act 2018 and UK GDPR. The school will ensure personal data is adequate, relevant, accurate, securely stored and retained only as long as necessary. Requests for access to personal data will be considered under data protection procedures and may be subject to exemptions where disclosure would identify third parties, prejudice safeguarding or breach confidentiality.
From 19 June 2026, data controllers have additional duties under section 164A of the Data Protection Act 2018 in respect of certain data subject complaints, including facilitating complaints, acknowledging them within 30 days, taking appropriate steps to investigate without undue delay and communicating outcomes promptly. Where a complaint under this policy is also a data protection complaint, the school will ensure both routes are compatible.
15. Persistent, serial or unreasonable complaints
The school will not label a complaint as persistent or unreasonable simply because it is challenging, strongly expressed or inconvenient. However, the school may take proportionate steps where a complainant’s behaviour becomes abusive, discriminatory, threatening, excessively repetitive, knowingly false, or places unreasonable demands on staff time after the complaint has been properly concluded.
Before applying restrictions, the school will normally:
ensure the complaint has been considered through the appropriate stage;
check whether any safeguarding, SEND, equality or communication need explains the pattern of contact;
give a clear written warning explaining the behaviour causing concern;
identify a single point of contact, communication channel or reasonable communication frequency;
continue to consider any new and substantive complaint or safeguarding concern on its merits.
Any restriction will be time-limited, proportionate and reviewed by the Head of School or proprietor. The school will continue to meet safeguarding duties regardless of any communication restriction.
16. Learning from complaints and reporting to governance
Complaints are a key part of the school’s self-evaluation and quality assurance system. The Head of School will ensure that themes, outcomes and actions from complaints are reviewed regularly by senior leaders and reported to the proprietor/governance body at least termly, while preserving confidentiality.
Governance reporting will include:
number of formal complaints and number proceeding to panel;
complaint categories, trends and repeated themes;
whether complaints were upheld, partially upheld, not upheld or inconclusive;
safeguarding, SEND, behaviour, communication or equality themes;
actions completed and evidence of impact;
policy, training, staffing, environment or system improvements needed;
any lessons for the school development plan, risk register or safeguarding action plan.
The number of complaints registered under the formal procedure during the preceding school year will be made available to parents and inspectors in accordance with independent school requirements.
17. Complaints raised by pupils and young people
Although the Independent School Standards focus on complaints from parents of current pupils, Mere Valley School recognises the importance of pupil voice, particularly for pupils with SEND who may communicate distress, dissatisfaction or concern through behaviour, withdrawal, refusal, communication aids, body language or trusted adults.
The school will ensure pupils know how to raise worries in ways appropriate to their communication profile. Where a pupil raises a concern, staff will listen, record, reassure, and refer to pastoral or safeguarding staff as needed. Where the concern is about harm, abuse, neglect, bullying or unsafe adult behaviour, the safeguarding policy applies immediately.
18. External routes after completion of the school procedure
Stage 3 is the final stage of the school’s internal complaints procedure. If a parent remains dissatisfied after completion, they may be able to contact external bodies depending on the nature of the complaint. The school will not prevent a parent from using external routes.
Department for Education / Secretary of State: where a parent believes the school has failed to meet the Independent School Standards, including the complaints standard;
Ofsted or the relevant inspectorate: where the matter relates to inspection or regulatory concerns about an independent school;
Local Authority Designated Officer, children’s social care or police: where the concern is safeguarding-related;
Information Commissioner’s Office: where the matter concerns data protection rights or data handling;
Local authority SEND team or SEND Tribunal: where the issue concerns EHCP content, placement or statutory SEND decisions.
The Secretary of State or inspectorate may consider whether the school has met the complaints standard, but they do not normally act as a further appeal body for the merits of an individual complaint decision.


Appendix A: Complaint form
	Information required
	Details

	Parent/carer name
	

	Pupil name and class/pathway
	

	Contact details
	

	Preferred communication method and accessibility needs
	

	Summary of complaint
	

	Date(s) and people involved
	

	What has already been done to resolve this?
	

	What outcome are you seeking?
	

	Is there any immediate safeguarding, health, safety or welfare concern?
	

	Documents attached
	

	Signature/date
	


Appendix B: Complaints register log
Appendix C: Stage summary and compliance checklist
	Requirement
	Where met in policy
	Evidence to retain
	Checked

	Written complaints procedure for parents of pupils
	Sections 1-18
	Published policy / website copy
	

	Clear timescales
	Section 8
	Acknowledgement letters and dated responses
	

	Informal resolution stage
	Section 9
	Notes of early resolution
	

	Formal written complaint stage
	Section 10
	Complaint form, investigation notes, response
	

	Escalation and review
	Section 11
	Review request and response
	

	Panel hearing where dissatisfied
	Section 12
	Panel appointment, notices, bundle, decision
	

	Panel of at least 3 with independent member
	Section 12.2
	Conflict declarations, independent member record
	

	Parent may attend and be accompanied
	Section 12.3
	Hearing invitation
	

	Findings and recommendations provided and available for inspection
	Section 12.5
	Decision letter and secure record
	

	Written record of formal complaints and actions taken
	Section 14 and Appendix B
	Complaints register
	

	Confidentiality of records
	Section 14.2
	Secure storage and access controls
	

	Safeguarding triage in line with KCSIE
	Section 4 and Appendix D
	DSL referral record / LADO advice where applicable
	


Appendix D: Safeguarding triage checklist
This checklist must be considered when any complaint is received. It does not replace professional judgement or the Safeguarding and Child Protection Policy.
	Question
	Yes/No/Unknown
	Immediate action

	Does the complaint indicate that a child has been harmed, may be at risk of harm, or may be experiencing abuse, neglect or exploitation?
	
	Refer to DSL immediately. Consider children’s social care/police.

	Does it allege that an adult working in or on behalf of the school may have harmed a child, may pose a risk of harm, or may be unsuitable to work with children?
	
	Refer to Head of School/proprietor and consult LADO without delay.

	Does it indicate a low-level concern about adult behaviour inconsistent with the Staff Code of Conduct?
	
	Record under Low-Level Concerns Policy; Head of School decision; consult LADO if uncertain.

	Does it involve child-on-child abuse, sexual violence, sexual harassment, bullying, online abuse or discriminatory abuse?
	
	Refer to DSL; complete risk assessment; consider external referral.

	Does it involve SEND, communication needs or disability access requiring reasonable adjustments to the complaints process?
	
	Agree adjustments and record them.

	Could complaint handling prejudice a safeguarding, police, disciplinary or LADO process?
	
	Pause/adapt complaints process; seek advice; update complainant where appropriate.
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