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The above documents are available for staff reference. Any member of staff wishing to raise any matter of concern about the reference materials or to this policy document should do so with their line manager without delay.


Fairfield House School 
                                         57/59 Warburton Lane
                                           Partington N31 4NL
Telephone Number             0161 776 2827

Fax Number                  
0161 777 8746 

Email Address         management@fairfieldresidential.co.uk
Proprietor                      Ms Tzaraine Cope

Head Teacher                Mr Neil Winrow
Statement of Intent

As an organisation Fairfield House School believe that children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes. 

Our intention is to work in partnership with parents, social workers, education provisions and the community as a Multi - Disciplinary approach. 

We welcome suggestions on how to improve our services at any time and will give prompt and serious attention to any concerns about the running of the school, staff and the service we provide.

We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate member of staff. If this does not achieve the desired result, we have a set of procedures for dealing with concerns.

Aim

We aim to bring all concerns about the running of our company to a satisfactory conclusion for all of the parties involved, in the minimum time-scales possible and without causing disruption to service or affect the service users within.
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1.  Complaints Procedure


Fairfield House School will investigate fully all concerns raised and complaints made about its service. There is a procedure for dealing with complaints that is made available to parents, children, staff, and associated professionals and on request to relevant others. The procedures specify the stages for progression of concerns and complaints. If the person making the complaint is not satisfied with the investigation and/or outcome he/she may take the complaint to the Office for Standards in Children’s Services, Education and Skills (Ofsted) our regulatory body.

2. Notification to Ofsted Details

Office for Standards in Children’s Services, Education and skills (Ofsted) 

Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

Telephone No. 0300 123 1231

www.ofsted.gov.uk 

Ofsted may be contacted at any stage of the process if the complainant feels unable to discuss the matter directly with the registered owner or Lead Teacher of Fairfield House School. Complainants will be given the details of Ofsted.

A CONCERN OR COMPLAINT IN THE TERM OF THIS PROCEDURE IS DEFINED AS AN EXPRESSION OF DISSATISFACTION ABOUT THE CONDUCT/OPERATION OF FAIRFIELD HOUSE SCHOOL, THE CONDUCT OF, ACTIONS OR LACK OF ACTIONS BY STAFF OR UNREASONABLE TREATMENT OF A CHILD OR OTHER PERSON.

For any concerns relating to a child protection matter, please refer to our child protection procedures.

   3. Management of complaint or concern

Complaints or concerns will be dealt with promptly and fairly. They will be dealt with in confidence. Complainants will be informed of the progress and the outcome of any investigation. Complaints will be recorded, monitored and acknowledged.

   3.1. Informal Stage

· Staff must inform the Head Teacher of a complaint as soon as practically possible and the Head Teacher must inform the service manager and registered owner.

· Upon receiving a complaint or concern the Lead Teacher will contact the complainant to acknowledge receipt of complaint and establish full details of the matter.

· The Head Teacher will inform the complainant that enquiries will be made to establish the facts and will give a time scale of no more than 5 working days to make an informed response.

· As soon as the facts have been established the Head Teacher will respond to the complainant with a view to resolving the matter on an informal basis. If the response is by telephone, a letter confirming the details should follow.

· For matters referred to Fairfield House School that concern a member of staff, that member of staff will be made aware of the response to the complainant.

· The Head Teacher will ascertain if the complainant is satisfied with the results of any investigations. 

· If the complainant is satisfied the matter is considered to be resolved. However if the complainant is not satisfied they may be advised to speak to the registered owner or to make a formal complaint.

3.2          Formal Complaints Procedure

This process should be invoked if the informal process does not prove satisfactory, the complainant is not happy with the investigation of the informal complaint or if they wish to pursue the matter formally. 

· The Head Teacher or owner must inform Ofsted of any serious complaints that fall within notifiable events.

· Complainants should be asked to write to the Head Teacher highlighting their complaints and address it to Fairfield Residential. 

· The Head Teacher will acknowledge receipt of the letter in writing and inform the complainant of the process of the investigation and the length of time it will take to fully investigate, no longer than 28 days.
· The Head Teacher will investigate the matter fully, interviewing staff, children with the registered owner if possible collect information and reports and seek other professionals advice where need be. 

· Any member of staff named in a complaint will be informed, advised of support mechanisms and given information about the procedures that the registered owner intends to use.

· The registered owner will complete a written report giving a fair and balanced overview of the results of the investigation into the complaint.

· The registered owner will determine whether any other agencies need to be involved such as the police. Ofsted will be notified accordingly.

· A formal written response on the outcome of the investigation will be made to the complainant. 

· The complainant should also be given the details of the Ofsted to contact if he/she is not satisfied with the results of the investigation made by the registered owner.

Appeal Procedure.
Where a parent is not satisfied with the response to the complaint, the proprietor must;

a) make provision for a hearing before a panel appointed by or on behalf of the proprietor and consisting of at least three people who were not directly involved in the matters detailed in the complaint. 
b) ensure that, where there is a panel hearing of a complaint, one panel member is independent of the management and running of the school. This could include the Outreach manager / Care home manager / A staff member who is not involved with the school.
c) allow for a parent to attend and be accompanied at a panel hearing if they wish.

d) provide for the panel to make findings and recommendations and stipulate that a copy of those findings and recommendations is provided to the complainant and, where relevant, the person complained about.

e) be available for inspection on the school premises by the proprietor and the head teacher.

f) provide for a written record to be kept of all complaints that are made (in accordance with sub-paragraph (e)) and whether they are resolved following a formal procedure, or proceed to a panel hearing; and action taken by the school as a result of those complaints (regardless of whether they are upheld); and provide that correspondence, statements and records relating to individual complaints are to be kept confidential except where the Secretary of State or a body conducting an inspection under section 109 of the 2008 Act requests access to them (paragraphs 33, 33(f), 33(g), 33(h) 33(i), 33(i)(i), 33(i)(ii), 33(j), 33(j)(i), 33(j)(ii) and 33(k)).

4.   Internal Record Procedure

Fairfield House School’s Complaints book must be completed for all complaints and concerns received. Investigation details and the results must be entered and dated in the follow up file.

All staff have a duty to know and understand the complaints procedure.

The complaints procedure and OFSTED contact details are also provided in pictorial format within the service handbook and within the children’s handbook provided to families and children at the start of admission to a service

5.   Complaint made by a child

Any complaints made by a child should be taken seriously and investigated. If a child makes a complaint to a member of staff, they must ensure the Lead Teacher is informed so they may investigate further.

Any complaints made by a child that relate to child protection should be passed onto the manager immediately to be dealt with. 

If a child wishes to complain staff must ensure that any communication aids such as P.E.C’s and Makaton are offered or the child should be offered the opportunity to either speak to the children’s rights officer or their social worker. 

Staff are to contact the Speech and Language Therapist in order that they can either facilitate a meeting, support the child in order to aid communication. Devise and utilise appropriate aids based on their individual needs such as PECs, Symbols, and Social Stories etc. in order to gain as much information as possible.

The SALT will lead and guide the child through the complaints procedure using appropriate aids and guidance as outlined within the pictorial handbook.

A pictorial complaints form is available in the service handbook, this should also be offered to the young person to use. 

If the complaint is serious the child should be made aware that the complaint will be passed onto relevant people. Staff must never offer assurances that complaints relating to serious offences will remain confidential.

Offer assurances to the child making a complaint and ensure they understand what will happen who will deal with the complaint.

The Lead Teacher should inform parents that a complaint has been received. However this depends on the nature of the complaint. 

Any child protection issue must be managed sensitively and advice must be sought in relation to parents being informed. This may be done by the social services or child protection unit.

All complaints must be placed in the complaints book, with results of investigations and must be dated and signed by staff and Head Teacher.
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The following policy is in line with:-  





OFSTED NMS Children's Home Regulation Standard 





Equal opportunities Act 2010





Disability Discrimination Act 1995.








AUTISM IMPACT 


Fairfield House School aims to provide a responsive and supportive service for children and young people accessing our services. We recognise that our service users may not have the communicative competence to fully air any grievance or complaint. We support our service users to access relevant information in a symbol supported and simplified document. We also support them to express their feelings and needs using any alternative and augmentative communication systems deemed necessary.
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