COMPLAINTS PROCEDURE FOR PARENTS POLICY
Introduction

1.

Malvern College has long prided 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 College in accordance with this Procedure which complies with
Independent Schools: The Education (Independent School Standards) Regulations.

2.

Policy status: this procedure has been approved by the Headmaster and the College
Council. It provides guidelines for handling concerns and complaints. It takes account
of paragraph 33 of the Schedule to the Education (Independent School Standards)
Regulations 2014 (SI 2014/3283). The policy applies to all sections of the College.
The procedures set out below may be adapted as appropriate to meet the policy aims
and circumstances of each case. Certain of the procedures can only be carried out
during term time.

3.

Application: separate procedures apply in the event of a child protection issue or if the
Headmaster permanently excludes or asks a pupil to leave and the parents seek a
College Council Review of that decision.

4.

"Parent"/s / "You": includes a current parent or legal guardian or education guardian,
and may at our discretion include a parent whose child has recently left the School.
Concerns and complaints directly from pupils are dealt with under a separate
procedure, a copy of which can be supplied on request.

5.

Timescales: We aim to resolve any complaints in a timely manner. Timescales for each
stage are set out below in the relevant paragraphs. When we refer to "working days"
we mean Monday to Friday, when the College is fully staffed during term time. The
dates of terms are published on the College website.

STAGE 1 Informal Resolution

6.

It is hoped that most complaints will be resolved quickly and informally. The following
is a guide to direct Parents to the appropriate person who will be well positioned to
deal with a problem:
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•

For a minor day-to-day matter, a routine or general matter, the right person is
likely to be the Housem. Even though he/she may often need to contact a
teacher or the relevant tutor before coming back to the parent, this is often the
best starting-point as he/she is in touch with your son/daughter on a regular
basis and is responsible for the overall welfare of your son/daughter.

•

For a more serious academic matter, the appropriate person will be the Head
of Sixth Form (Mr Adrian Grundy), the Head of Lower School (Mrs Penny Bijl)
and the Deputy Head: Academic, Mr Joe Gauci, all of whom may liaise with a
Head of Department or teacher.

•

Matters regarding finance, fees and non-academic services should go to the
Finance Bursar.

•

Matters regarding health should go to the Medical Centre and these are dealt
with by the School Doctor, Dr Sarah Roberts, and her staff, who observe
appropriate confidentiality, subject to the College's safeguarding
responsibilities.

7.

Complaints made directly to a Head of Department, the Senior Deputy Head or the
Headmaster, will usually be referred to the relevant teacher or Housem for further
follow-up, unless the Head of Department, the Senior Deputy Head or the Headmaster
deems it appropriate for him/her to deal with the matter personally.

8.

The Housem, Head of Department, Senior Deputy Head or Headmaster makes a note
of all informal complaints and the date on which they were received. Should the
matter not be resolved within five working days or in the event that the relevant
member of staff and the parent fail to reach a satisfactory resolution then Parents will
be advised to proceed with their complaint in accordance with Stage 2 of this
Procedure.

STAGE 2 Formal Resolution

9.

If the complaint cannot be resolved on an informal basis, then the Parents should put
their complaint in writing to the Headmaster. The Headmaster will decide, after
considering the complaint, the appropriate course of action to take.

10.

In most cases, the Headmaster will confer with the Parents concerned, normally within
five working days of receiving the complaint, to discuss the matter. If possible, a
resolution will be reached at this stage. In any case, the Parents' complaint will be
acknowledged within five working days of receipt, indicating the action that is being
taken and the likely timescale.

11.

It may be necessary for the Headmaster to appoint a senior member of staff to carry
out further investigations. The investigator will prepare a report on the investigation
which will be considered by the Headmaster.

12.

Written records of all meetings and interviews held in relation to the complaint will be
kept.

13.

Once the Headmaster 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. This will usually be within ten working days of the receipt of the
formal complaint. Where there are exceptional circumstances resulting in a delay, the
parents will be notified of this and informed of the new timescales as soon as possible.
The Headmaster will also give reasons for his decision.

14.

If Parents are still not satisfied with the decision, they should proceed to Stage 3.

STAGE 3 Panel Hearing

15.

Where the parents are not satisfied with the response to the complaint made under
Stage 2, they may request a review of the decision by the Complaints Panel.

16.

The Panel Hearing will be conducted by a panel of at least three people who have
not been directly involved in the matters detailed in the complaint, one of whom
shall be independent of the management and running of the College. Each of the
Panel members shall be appointed by the Management Board of the College.

17.

The role of the Complaints Panel is to consider any documentation provided by the
parties and representations made to the Panel at the Panel Hearing to establish the
facts surrounding the complaint and to decide whether to uphold each complaint in
whole or in part. It is not within the powers of the Complaints Panel to make any
financial award, nor to impose sanctions on staff, pupils or parents. The Complaints
Panel may make recommendations to the College on these matters or any other
issues as appropriate.

The Panel Hearing Procedure

18.

Parents must make a written request for a Panel Hearing to the Clerk of the College
Council at the following address: The Clerk to the Council, Malvern College, College
Road, Malvern WR14 3DF. It is expected that the complaints procedure will progress
in a timely manner. Parents should make the request within 7 days of the decision
complained of.

19.

In their written request to the Clerk, parents/guardians must state the grounds upon
which they are requesting the Panel Hearing and the desired outcome together with
all relevant documents. For the avoidance of doubt, the Panel will not consider any
new areas of complaint which have not been previously raised as part of the
complaints procedure.

20.

The Clerk shall acknowledge receipt of the request for a Panel Hearing within three
working days and will immediately inform the Chairman of Council and the
Headmaster that a request for a Panel Hearing has been received.

21.

The Clerk shall, in consultation with the Chairman of Council, arrange for a Panel
Hearing to take place as soon as practicable and normally no later than 20 working
days from receipt of the request or as soon as possible thereafter. The parents will
be given not less than 10 working days' notice of the date, place and timing of the
Review Hearing.

22.

The parents and the Headmaster are responsible for ensuring that they provide the
Clerk with copies of any material upon which they intend to rely at least 7 working
days before the 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. The Clerk to the Council will ensure that at least three calendar days before
the Hearing a copy of any documentation provided by the parties is provided to all
present at the Hearing.

The Panel Hearing

23.

The Panel Hearing will be chaired by one member of the Panel (chosen by
themselves).

24.

Attendance at the Hearing:
(a)

The Hearing is a private Hearing before the Panel, and its proceedings are to
be regarded by all parties as confidential, subject to law.

(b)

The parents may be accompanied by a friend. The Headmaster may also ask
a further member of staff to attend. No legal representation on either side is
considered appropriate. If the parents wish to be accompanied by someone
who is legally qualified, they must notify the Clerk to the Council of this at
least five working days prior to the Hearing and should note that the Panel
will wish to speak to the parents directly and this person will not be
permitted to address the Hearing unless invited to do so by the Chair of the
Panel.

(c)

The hearing is not a legal proceeding and the Panel shall be under no
obligation to hear oral evidence from witnesses.

25.

The proceedings will be conducted in an informal manner and as determined by the
Chairman of the Panel who will explain the procedure to all present at the beginning
of the Hearing. All statements made at the Hearing will be unsworn. All present will
be entitled to write their own notes. The main points of the proceedings will be
recorded by the Clerk or a secretary.

26.

The requirements of natural justice will apply. If for any reason the parents are
dissatisfied with any aspect of the Hearing, they must inform the Chairman of the
Panel at the time and ask the Clerk to note their dissatisfaction and the reasons for it.

27.

All those attending the Hearing are expected to show courtesy, restraint and good
manners. The Chairman may, at his discretion, adjourn or terminate the Hearing if
these expectations are not met. If the Hearing is terminated, the original decision
will stand. Any person who is dissatisfied with any aspect of the way the Hearing is
conducted must say so before the proceedings go any further and his / her comment
will be minuted.

28.

When the Chairman considers that all the issues have been sufficiently discussed, he
will adjourn the Hearing whilst a decision is made.

29.

The Panel's findings and any recommendations will be notified to the Headmaster,
the parents and where relevant, the person complained about, by the Chairman of
the Panel by letter, with reasons, as soon as practicable and normally no later than
ten working days of the Hearing being concluded. A copy of the Panel's findings
and any recommendations will also be available for inspection on the College
premises by the College Council and the Headmaster.

30.

Failure of the parents to attend a Hearing without good cause or due notice shall not
invalidate the proceedings or any decision that the Panel may reach.

31.

The completion of Stage 3 represents the conclusion of the College's Complaints
Procedure. The College shall not be obliged to consider the complaint further.

RECORD-KEEPING

32.

The College keeps a written record of all formal complaints and of whether they are
resolved at Stage 2 or proceed to a Panel Hearing, identifying the action taken by the
College as a result of the complaints regardless of whether they are upheld. The record
identifies those complaints relating to the College's boarding provision. The number
of formal complaints registered during the preceding school year will be supplied to
parents on request.

33.

Complaints are regularly reviewed, on an annual or more regular basis.

34.

Parents can be assured that all concerns and complaints will be treated seriously and
confidentially. Correspondence, statements and records will be kept confidential
except in so far as is required of the College by paragraph 33 of the Education
(Independent Schools Standards) Regulations 2014; where disclosure is required by
the Secretary of State or a body conducting an inspection under section 109 of the
Education and Skills Act 2008; or where any other legal obligation prevails.

35.

In accordance with data protection principles, details of individual complaints will be
kept for as long as is considered to be reasonably necessary in the circumstances.

