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COMPLAINTS POLICY
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General
The First Note Music Trust is required under the Education (Independent School Standards) (England) Regulations 2014 to have a written, available and effectively implemented complaints procedures to deal with concerns raised by parents and/or pupils. The policy must meet the conditions outlined in Schedule 1 part 7 of the Regulations and have clear timescales for complaint management.
The complaints procedures will be published on The First Note Music Trust’s website.
A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to be important for which reassurances are sought’. A complaint may be generally defined as ‘an expression of dissatisfaction however made, about actions taken or a lack of action’.

The First Note Music Trust has the discretion to use the formal complaints procedure or a different, more inform procedure.
The Trustees will nominate one trustee who will serve as The First Note Music Trust Complaints Coordinator and will receive any necessary training. Additional members of staff involved in handling complaints will also receive necessary training.

The policy does not cover the following which are subject to separate statutory procedures.

· Staff grievance and disciplinary; 
· 
· Whistleblowing;

· 
· 
· 
· Allegations of abuse against staff, trustees or volunteers. 



Types of Concerns and Complaints
The majority of concerns/complaints received by The First Note Music Trust fall into the following broad categories:

· Financial and administrative (and breach of contract in independent schools);

· Academic (course programme, unsatisfactory teaching, too much/too little homework, progress in a particular subject etc);

· Pastoral care (discipline/indiscipline, inappropriate sanctions, bullying, overall progress of the child, unhappiness of child, accommodation etc); or

· Child protection (allegations against staff, handling of sensitive issues).

Complainant Behaviour

The First Note Music Trust will not tolerate aggressive, abusive or harassing behaviour from complainants. Nor will false information, malicious accusations or the publication of inappropriate information be tolerated. Behavioural expectations for those pursuing a complaint will be made clear at the start of proceedings. 

The First Note Music Trust will endeavour to satisfy the complaints of individuals. If a complaint is renewed after having moved through established procedures, the individual will be informed that the procedure is complete and matter closed. Further persistence on the part of the complainant on the same topic will not receive a response. The First Note Music Trust will ensure that when exercising this policy point they are not denying the right of the complainant to be heard. 

Responsibilities

Board of Trustees
The board of Trustees are responsible for:

· Forming and adopting the policy, procedures, and guidelines; 

· Appointing where necessary the complaints panel, including sourcing and independent representative;

· Receiving an reviewing reports and findings from the panel; or

· Receiving reports and liaising with the (HEAD TEACHER/PRINCIPAL) and Complaints Coordinator.  

The (BOARD) will monitor the level and nature of complaints and review the outcomes regularly. The (BOARD) will also monitor the school's response to complaints and any panel recommendations.

The (BOARD) may delegate complaints monitoring to a dedicated committee or a number of allocated Governors with responsibilities for complaints. 
Chair of the Independent Hearing Panel

To ensure that:

· The parties understand the procedure;

· The issues are addressed;

· Key findings of fact are established;

· Complainants are put at ease;

· The hearing is conducted as informally as possible;

· The panel is open-minded and acts independently;

· No member of the panel has a vested interest in the outcome, or has been involved in the issues previously;

· All parties have the chance to be heard;

· Any written material is seen by all parties; and

· Findings are communicated to the parent and school within three days of the hearing.

Clerk to the (BOARD)
The clerk must act as the reference point for the complainant when the complainant has not been satisfied with the school's response.

The clerk must:

· Set convenient dates and times and venues for hearings;

· Collate any written material and forward it to the parties;

· Meet and welcome the parties;

· Record the proceedings; and

· Notify the parties of the decision.



· 
· 
· 
· 
· 


· 
· 
· 
· 
· 

· 

· 

· 
Safeguarding Lead

· For receiving any child protection issues.

All Staff, Trustees and Volunteers
· For hearing any concerns brought to them by parents and pupils and reassuring them that they will be dealt with as soon as possible by the appropriate member of staff; and for informing the relevant staff of the concerns; and for passing any complaints received from other people who are not parents or pupils to the Complaints Coordinator.

Procedures

As we work predominantly with educational establishments, The First Note Music Trust follows the complaints procedure stipulated in the Education (Independent School Standards) (England) Regulations 2014. All Trustees are conversant with the procedure.

At any stage a written response, if requested by the complainant, can be issued. Conclusions in writing must be provided at the hearing stage.

Informal Stage
All staff should listen carefully and patiently to parents’ and pupils’ complaints. Concerns expressed by parents or pupils to any member of staff should be dealt with by that member of staff if he/she is able to do so. If the member of staff considers the issue to be beyond his/her competence, the concern should be passed to the Complaints Coordinator. 

The complainant should be told that it is The First Note Music Trust’s policy to respond to the verbal complaint within 3 working days.
Concerns/complaints which come to a member of staff from other sources should be passed immediately to the nominated Complaints Co-ordinator.
If a simple verbal complaint is made, it might be possible to resolve it immediately. In more serious cases, or where a member of staff is uncertain, parents should always be asked to put their complaint in writing and move to the formal procedure. This is to ensure that there is no conflict in determining what the complaint consists of and the action taken by the members of the school staff.

Formal Stage
If the complaint cannot be satisfied at the informal stage, a formal written complaint must be made which will be heard by the nominated Complaints Coordinator and Chair of Trustees (if applicable).

 
When a written formal complaint is received, the Complaint Coordinator must consult the relevant staff, make appropriate investigations, and attempt to resolve the issue within three working days. If a resolution cannot be found the Complaint Coordinator should inform the complainant of his/her right of appeal to an independent panel. If the complaint concerns a child protection issue or involves an allegation of abuse by a member of the school staff, the Designated Safeguarding Lead must be informed promptly. 
No complaint should normally be left unresolved at this stage after three working days of receipt of the complaint. Where more time is necessary to complete the investigations the complainant will be informed and another date set.

Panel Hearing 
If the complaint is not resolved at the formal written stage, provision must be made for a hearing before a panel appointed by the Trustees and consisting of at least three people who were not directly involved in the matters detailed in the complaint. Careful consideration must be taken when the complainant is a young person. Such complaint may be dealt with via the Trust’s Allegations of Abuse policy.
The Regulations require that at least one panel member is independent of the management and running of The First Note Music Trust. 
The hearing must be within 2 weeks (two weeks) of the complaint being received.

The complainant must be told of his/her/their right to be accompanied by a friend, and where the clerk, in consultation with the parties, must arrange relevant translations/interpreters.

The findings and recommendations of the panel must be made available to the complainant and the person complained about.

The panel will hear the appeal(s), consider all the views expressed and decide the outcome. The panel can make such findings and recommendations to the Board of Trustees as it wishes. It must send its report to the Board of Trustees, including the Complaint Coordinator and the complainant within three working days of the hearing.

Board of Trustees Action

The Board of Trustees, after consultation with the Complaints Coordinator, will consider the panel's findings and recommendations.

In general, the Board of Trustees will take one of the following courses of action:

· Dismiss the complaint in whole or part;

· Uphold the complaint in whole or part;

· Decide on appropriate action to resolve the complaint; or

· Recommend changes to the school’s systems or procedures.

The Board of Trustees’ decision is binding.


The Board of Trustees’ decision will normally be communicated to the parties within three working days of receiving the panel's report.     

Reporting and Recording

In all cases it is important for staff, trustees and volunteers to use The First Note Music Trust’s complaints form so that records of the complaint and the action taken can be recorded and called upon in the event of inspection or subsequent investigation. Supporting documents should be attached to the form. 





Monitoring and Review

The Chair of Trustees and Complaints Coordinator will monitor the implementation of the policy and will report to the Board of Trustees whenever the policy has been called on.


The Chair of Trustees is responsible for proposing any amendments to the policy and procedures to the Board of Trustees. The Board of Trustees will review this policy annually and assess its implementation and effectiveness. 


Date of next review: July 2025______
Signed: ______________________________  
       Date: _______________
Printed: ______________________________  

(CHAIR OF TRUSTEES)
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