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Policy Statement 
The School takes all complaints seriously and endeavors to achieve positive outcomes for children, 
parents and the school in all situations. The majority of issues raised by parents, the community or 
pupils, are concerns rather than complaints. Our school is committed to taking concerns seriously, 
at the earliest stage, in order to resolve small issues from escalating into formal procedures. 
However, depending on the nature of the complaint, it may be necessary to follow the school’s 
formal complaints procedure. The primary aim of our policy is to resolve complaints to the 
satisfaction of all parties involved and to deal with any issues raised in an efficient and professional 
way. Formal complaints will be dealt with in a sensitive, impartial and confidential manner.  
 
The following details outline the stages that can be used to resolve complaints from children, staff, 
parents/carers or agencies involved with the school. 
 
We appreciate that a residential placement can be a big move for a young child and it is our aim at 
Marchant-Holliday for all our pupils to be as happy as possible during their time with us.  In keeping 
with The Children Act (1989) we especially want parents and referring agencies to have confidence 
in the high level of care and protection which we seek to provide for all our children; we hope that 
the following brief description of our procedures for dealing with problems will be helpful and 
reassuring. 
 
This policy will be made available to all parents of children before they enter the school and is 
available for staff in the school policy documents file. 
 
Information for parents 
 
Rules and Regulations 
At Marchant-Holliday School we allow children a reasonable degree of freedom with opportunities 
to develop their interests, hobbies and pastimes but certain rules and regulations also exist which 
we believe are important.  These enable all children to develop and progress within a safe, secure 
framework. 
 
At home as well as at school we believe that no child should be able to do exactly as he likes but 
that certain limits – for example on bedtimes, dress, language and behaviour – are necessary.  
Such rules help to set standards and to provide the security which comes from a safe, predictable 
routine.  Staff to inform children (with due deference to their age and ability to comprehend) of what 
is and what is not acceptable so that, with your support as parents/carers any confusion about this 
can be kept to a minimum. 

 
Procedures for issues/complaints 
1. Stage 1; Initial Problems – Informal Resolution 

All pupils receive a pupil induction booklet before they arrive with details about the school 
amongst which is what they can do if they have a complaint (see uploaded pupil booklet). 
Additionally on admittance a child’s keyworker will again discuss this with the child and his 
parent/carer. Once at the school children have a number of vehicles available to them for 
making a complaint. All children have a key worker, teacher and teaching assistant who, as 
part of their role, are required to develop a positive and trusting relationship in order to get to 
know and understand a child well. This enables the child to feel closely supported and able 
to hopefully express any complaints they may have. Pupils are also encouraged to talk to 
any member of staff should they have a concern and the Senior Management Team at the 
school employ an ‘open door’ policy for any a child who needs to talk to them. The school 
also has a ‘post-box’ close to the room of a member of staff responsible for CP in the school 
for children who find expressing themselves verbally, a difficulty. All pupils complete an end 
of half term ‘pupil information sheet’ which gives them the opportunity to state how they feel 
their term has gone and if they are experiencing any difficulties. They also complete a form 
for their annual review which is submitted and discussed at the review.  Children are 
encouraged to complete these in whatever way they wish in an age appropriate manner 
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using simple words/phrases or to use an amanuensis if necessary and STC (Somerset Total 
Communication) symbols where appropriate. There is a children’s council within the school 
for children of all ages and parents/carers are regularly in touch with the children who board 
to support them. We very much hope that in the first instance children, parents/carers will 
feel confident to talk to their  Key Worker, the Head Teacher, Head of Care, Deputy 
Headteacher or Matron if there is anything they are not happy about. In our experience many 
concerns can often be dealt with informally, speedily and effectively to everyone’s 
satisfaction. 
 
Children are encouraged to talk to adults about their worries and concerns and there are 
regular assembly reminders of who the children can talk or complain to, should they feel 
something is not right. There are posters all around the school highlighting the names of all 
those from whom children can seek help or to who they can complain. Should a child feel 
there is no one they can talk to either in the school or at home then there is a free and easily 
accessible dedicated phone line for Childline and the Police. This phone is available 
throughout the school day and evening without recourse to staff form the school. Any 
complaints made by a child to any staff member are immediately referred to the lead person 
for child protection within the school or their deputy, should they not be available. If neither of 
these staff are available or are implicated then the child and/or staff member dealing with the 
complaint should refer to the named Governor for Safeguarding, LADO or police if it is 
deemed appropriate. 

 
All children at the Marchant-Holliday School are encouraged to discuss worries, concerns or 
complaints with: 

 

 Any member of staff at school 

 Parents/Carers or other family members 

 Their Social Worker or other support/agency worker 

 Their friends at school 

 The school Independent Visitor or Child Counsellor 

 Childline or the Police. Children have free access to a phone in a public area to 
contact Childline or the Police 

 
The school recognises that children may sometimes have difficulty in expressing themselves 
clearly, especially around areas of concern to them or on safeguarding issues.  It is therefore 
of great importance that our approach is sympathetic and understanding at all times and 
designed to put the child at ease. This is particularly important for children of a younger age 
or those experiencing conditions such as Asperger’s Syndrome or ASD where they find 
comprehending particular situations and emotions difficult. Similarly, all staff handling such 
conversations will need to tailor their approach to each individual pupil’s needs, having due 
regard for their age, developmental level and emotional state. 

 
2. Stage 2; Complaints Procedure – Formal Resolution 

If a matter cannot be easily settled or seems to be particularly serious, then a child or his 
parents/carers may wish to make a formal complaint which may need to be referred to the 
LADO or the police.  We are confident that the occasions requiring a formal complaint will be 
rare but nevertheless we feel it is important to remind parents/carers of their legal 
responsibility to invoke a complaint procedure if it is felt that this is necessary for a child’s 
protection, security or for peace of mind.  Care will be taken to ensure that all such 
complaints are forwarded and/or investigated thoroughly and sympathetically. 
 
Should a parent/carer feel it is necessary to make a formal complaint, a letter should be 
written using the form below and addressed to the Headteacher, Chairman of Governors or 
Mr C. J. Oliver (our independent visitor who is a registered social worker.)  Parents/Carers 
can also contact Ofsted Social Care, (address and phone number are included on the form 
below.) Receipt of any complaint will be acknowledged within five working days. The matter 



 Pg.4 
 

will initially be investigated by Mr. Oliver or an independent consultant appointed for this 
purpose. A written response will be provided within fifteen working days of the school 
receiving a complaint. (In the event of a holiday occurring during this period, the report may 
be delayed to allow sufficient time for collection of evidence.) For the purposes of this policy, 
working days are days on which the school is open for pupils. 
 

3. Disputed Outcomes 
In the event of the outcome to the investigation being disputed by parents/carers or their 
children, the School Governors will constitute a complaints panel within fifteen working days 
of the parents notifying the Governors of their intentions. The panel will consist of three 
people who are not directly involved in matters relating to the complaint.  At least one 
member of the panel will be a person who is not directly related to the management and 
running of the school. 
 
Parents/carers will be given one week’s notice of when the panel will convene and the 
decision of the panel will be made known to parents within two weeks of the completion of its 
work.  
 
Parents/carers will be invited to attend the panel hearing and will have the right to be 
accompanied by a person of their choice. 
 
The panel will be expected to make findings and recommendations and these will be sent by 
email or otherwise to the complainant and where relevant to the person the complaint is 
about.  A written record will be kept of: 
 

 The person making the complaint 

 The date of the complaint 

 The nature of the complaint 

 The outcome of the complaint 

 All complaints and when resolved at a preliminary stage or proceed to a panel hearing. 
 

4. Allegations and outcomes. 
All allegations of abuse are treated very seriously at the Marchant-Holliday School.  Should 
any child make a serious allegation of abuse (such as physical or sexual assault) then the 
agreed Child Protection Procedures involving the LADO will be followed to ensure that the 
matter is investigated fully and without delay. Outcomes from either internal investigation or 
involving external agencies may involve a variety of responses from simple conflict resolution 
between the relevant parties within the school to disciplinary or criminal procedures should 
they be deemed necessary.  

 
5. Records 

The school will, as officially recommended, maintain a record of all formal 
complaints/allegations of abuse together with the results of any investigations that are made.  
This record will be available to inspectors, LA advisors and professional staff concerned with 
the welfare of children. All correspondence, statements and records of complaints will be 
kept confidential. 

 
6. Evaluation 

A key stage in the complaints handling procedure is to ensure that any lessons learnt from 
the issues raised are identified quickly and addressed as a matter of priority.  The 
headteacher will undertake a weekly review of all complaints to ensure that the standards 
being applied are consistent, fair to all parties, focus on the needs of the child and that any 
changes in process or staff training needs are implemented in a timely fashion. 
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7. Contacts 

Other contacts for complaints or concerns relating to Child Protection issues can be made 
using the South West Child Protection instructions and procedures. 
 
http://www.online-procedures.co.uk/swcpp/ 

Local Authority Designated Officer (LADO) 
Anthony Goble agoble@somerset.gov.uk  01278 359029 

 

Deputy Local Authority Designated Officer (LADO) 
Matthew Turner - MZTurner@somerset.gov.uk   01823 357868 

http://www.online-procedures.co.uk/swcpp/
mailto:agoble@somerset.gov.uk
mailto:MZTurner@somerset.gov.uk
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Marchant-Holliday School 

North Cheriton 
Templecombe 

Somerset 
BA8 0AH 

 
C O M P L A I N T   F O R M 

 
Pupil’s Name ______________________________________ 
 
I have a complaint to make about: - 
 
______________________________________________________________________________ 
 
______________________________________________________________________________ 
 
______________________________________________________________________________ 
 
______________________________________________________________________________ 
 
I would like this to be investigated as soon as possible. 
 
Signed ___________________________          Date ____________________________ 
 
 
 
Please return this form to the Headteacher or Chairman of Governors at Marchant-Holliday School 

or to Mr C J Oliver, CQSW, 149 Mudford Road, Yeovil, BA21 4AQ 
 

If you do not feel that you can approach any of the above you can contact the Ofsted helpdesk, 
which is open from 8am to 8pm, Monday to Friday. Phone 08456 404045, or email 

enquiries@ofsted.gov.uk. 

Staff on the helpdesk will discuss your concerns and advise you about whether to put your 
complaint in writing or suggest other ways to deal with your concerns. For an online complaints 

form use: https://contact.ofsted.gov.uk/onlinecomplaints 

To make a formal written complaint to Ofsted or Social Services write to: 

Enquiries, National Business Unit, Ofsted, Royal Exchange Buildings, St Ann’s Square 
Manchester. M2 7LA. 

Or 

Independent and Boarding Team, Department for Children, Schools and Families, Mowden Hall, 
Staindrop Road, Darlington. DL3 9BG. 

 

 

 

mailto:enquiries@ofsted.gov.uk
https://contact.ofsted.gov.uk/onlinecomplaints

