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1. SCOPE

This Policy applies to complaints from parents of current pupils and to former pupils of the
complaint was raised when the pupil was registered at Wychwood School, Oxford (“The
School”).

2. INTRODUCTION

The School has long prided itselfon the quality of the teaching and pastoral care provided to its
pupils. On-going dialogue between the School and parents is seen as an integral part of
their joint responsibility for the education - in its broadest sense - of our pupils. It is hoped that
such dialogue will enable any concerns tobe dealt with promptly and effectively and preclude
the need for a parent to initiate a formal complaint.

The School makes its Complaints Procedure available to all parents of pupils and of
prospective pupils on the School’s website and in the School office during the school day, and
we will ensure that parents of pupils and of prospective pupils who request it are made
aware that this document is published or available and of the form in which it is published or
available, and of the number of complaints registered under the formal procedure during the
preceding school year.

In accordance with paragraph 32(1) of Schedule 1 to the Education (Independent School
Standards) Regulations 2014, Wychwood School will also make available, on request, to the
IndependentSchools Inspectorate (ISI), details of this Complaints Procedure and the number of
complaints registered under the formal procedure during the preceding school year.

Although this procedure is made available to parents of prospective pupils, it is not available
for use by them; it may only be used by parents of current pupils. It may also be used by
pupils who are current boarders to raise their own complaints about boarding provision.

Complaints by parents of former pupils will be dealt with under this Complaints Procedure
only if the complaint was initially raised when the pupil to which the complaint relates was still
registered as a pupil at the School. The only exception to this is ifthe complaintis a review of a
decision taken by the Head to exclude or require the removal of a pupil of the School’s Terms
and Conditions in which case such a review must be requested by no later than five working
days from the date ofthe decision to exclude or require the removal of a pupil.

The School will be mindful of its obligations under the Equality Act 2010 in the application of
this procedure.

3. DEFINITIONS: WHAT CONSTITUTES A COMPLAINT?

A complaint is an expression of dissatisfaction with a real or perceived problem. It may be
made about the School as a whole, about a specific department/faculty or about an individual



member of staff, and any matter about which a parent is unhappy and seeks action by the
School is within the scope of this procedure. A complaint is likely to arise if a parent believes
that the School has done something wrong, failed to do something that it should have done
or has acted unfairly.

Parent(s) means the holder(s) of parental responsibility for a current or former pupil about
whom the complaint relates.
Procedures

Stage 1 - Informal Resolution
Itis hoped that most complaints and concerns will be resolved quickly and informally.

If parents have a complaint, they should normally contact a relevant teacher e.g. form teacher,
progress tutor or subjectteacher. In many cases, the matter will be resolved straightaway by this
means to the parents' satisfaction. If the relevantteacher cannot resolve the matter alone, it may
be necessary for him/her to consult the Deputy Head or the Head.

Complaints made directly to the Deputy Head or the Head will usually be referred to the
relevant teacher unless the Deputy Head or Head deems it appropriate for them to deal with
the matter personally.

During term time, the relevantteacher will make a written record of all concerns and complaints,
including the date on which they were received. If the matter is not resolved within 7 working
days, orif the teacher and parent are unable to reach a satisfactory resolution, parents will be
advised that they may proceed with their complaint under Stage 2 of this procedure. Parents
should do so within 7 working days of the date of that advice. Outside term time, the relevant
teacher will make such records within 7 working days of receipt of the concern or complaint.

Stage 2 - Formal Resolution

i. If the complaint cannot be resolved on an informal basis, then the parents may put
their complaint in writing to the Head explaining their dissatisfaction. The Head will
decide, after considering the complaint, the appropriate course of action to take.

ii.  Inmostcases, the Head will speak to the parents concerned, within 3 school working days
of receiving the complaint, to discuss the matter. If possible, a resolution will be
reached at this stage.

iii. It may be necessary for the Head to carry out furtherinvestigations.

iv.  The Head will keep written records of all meetings and interviews held in relation to
the complaint.

v.  Once the Head 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. The Head will also give reasons for his/her decision. This will take
place within 28 school working days following the delivery of the complaint to the
Head under stage 2.

vi.  Ifthe complaintisagainstthe Head, the Chair of Directors will call for a full report from the
Head and for all the relevant documents. The Chair may also call for a briefing from
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Vil.

members of staff, and will, in most cases, speak to or meet with the parents to discuss
the matter further. Once the Chair is satisfied that, so far as is practicable, all of the
relevant facts have been established, the parents will be informed of the decision in
writing. The Chair will give reasons for his/her decision. This will take place within 28
school working days.

If parents are still not satisfied with the decision, they may proceed to Stage 3 of this
procedure, within 7 working days after the date of the decision.

Stage 3 - Panel Hearing

vi.

Vili.

viii.

If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution),
they will be referred to the person who has been appointed by the Directors to call
hearings of the Complaints Panel, known as the Convenor. The responsibilities of the
Convenor may be delegated to the Head if they are not directly involved in the matters
detailed in the complaint.

The matter will then be referred to the Complaints Panel for consideration. The Panel will
consist of at least two Directors who have not been directly involved in the matters
detailedin the complaint. Atleastone member of the Panel must be independent of the
managementand running of the School. The Panel members will be appointed by either
the Director of Operations or the Head's Executive Assistant (the Convenor), acting on
behalf of the Board of Directors. The Convenor, on behalf ofthe Panel, will acknowledge
the complaintand arrange a Hearing. The Hearing will take place as soon as practicable
and, in any event, within 28 school working days.

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. Copies of such particulars
shall be supplied to all parties not later than 7 working days prior to the Hearing.

The parents may attend the Hearing and one other person may accompany the
parents to the Hearing. This may be a relative, teacher or friend. Legal representation
will not be appropriate either for the School or the complainant.

If possible, the Panel will resolve the parental complaint immediately without the need
for further investigation.

Where further investigation is required, the Panel will decide how it should be carried
out. After due consideration of all of the facts they consider relevant, the Panel will reach a
decision and make recommendations, which it shall complete within 7 working days of
the Hearing. The Panel will write to the parents informing them of its decision,
resulting actions and the reasons for it. The decision of the Panel will be final. The
Panel's findings, and, if any, recommendations will be sent by electronic mail or
otherwise given to the complainant and, where relevant, the person complained of.
They will be made available for inspection on the school premises by the Head and the
Chair of Directors on request.

Where a parent is unable or chooses not to attend the Panel meeting after it has been
convened, the school is under no obligation to convene another Panel Hearing.

Once convened, the Panel Hearing will take place whether ornot the parent attends. If
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the parent expresses satisfaction and a desire not to proceed further after the convening
of the Panel Hearing, the Hearing will close the complaint. If the parents remain
dissatisfied, then the Hearing will considerthe complainantin the parent’'s absence and
issue findings on the matterthat will bring it to a conclusion.

Parents can be assured that all concerns and complaints will be treated seriously and
confidentially. Correspondence, statements and records kept will be kept confidential except
in so far as is required of the School where the Secretary of State or a body conducting an
inspection under section 108 or 109 of the 2008 Act requests access to them, or where any
other legal obligation prevails.

A written record is kept of all formal complaints, their outcomes, when they were finalised and
whether they were resolved at the preliminary stage or proceeded to a Panel Hearing. Action
taken by the School as a result of a formal complaint will be recorded.

All time limits referred to in the Complaints Procedure refer to term time. Any school holiday
period will not be taken into account. References to ‘working day’ mean all days during term
time otherthan Bank Holidays, Saturdays and Sundays.

4, DATA PROTECTION - COMPLAINTS

We take concerns about how personal data is handled seriously.

If you believe that your personal data has been processed inappropriately, you have a statutory
right to raise a complaint under Section 164A of the Data Protection Act 2018.

Complaints relating to personal data handling will be managed in accordance with our Data
Protection Policy and the Data Protection Complaints process set out below.

Raising a concern
In the firstinstance, please contactus directly using the details below so that we can investigate

your concern: Mr Duncan Radnor (d.radnor@wychwoodschool.org) or Mrs Claire Pursey
(c.pursey@wychwoodschool.org).

Please provide as much detail as possible about your concern to help us respond effectively.

How we will handle your complaint
o We will acknowledge receipt of your complaint within 3 working days.
e We will investigate your concerns fairly and impartially within 28 working days.
e We will respond to you without undue delay, setting out our findings and any actions
taken.

Where appropriate, we may contact you to request further information or clarification.

We will keep a record of data protection complaints for audit and monitoring purposes. We will
also use them to inform improvements to our data protection practices and procedures.

Escalation

If you are not satisfied with our response, you have the right to escalate your complaint to the
Information Commissioner’s Office (ICO) at https://ico.org.uk or by calling 0303 123 1113.
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5. USE OF Al

Our Approach

The School welcomes concerns and complaints raised in good faith and is committed to
resolving them fairly, promptly and wherever possible, informally. The purpose of this procedure
is to identify and address genuineissues in the interests of pupils. We ask parents to approach
the complaints process in that spirit.

Use of Al

The School recognisesthat Artificial Intelligence (Al)tools are increasingly available and may be
used by parents when preparing a concern or complaint. Parents are not prevented from using
Alto help them articulate a concern. Al can be a useful tool in helping parents organise their
thoughts and articulate concerns clearly. However, Al-generated correspondence may
occasionally be lengthy, contain inaccuracies or include references to legal or regulatory
requirements thatare not relevant to the circumstances of the complaint or to the independent
school sector. Such correspondence can make it more difficult to identify the underlying concem
and may delay resolution. Al should therefore be used with care.

What Helps Us Resolve Concerns

A complaint is most effectively resolved when it clearly and concisely identifies:
e What has happened;
e Why the parentis concerned
e The outcome sought

Parents are encouraged to raise concerns intheir own words, at the earliest opportunity and, in
the first instance, through discussion with the relevant member of staff as outlined in Stage 1 of
this Procedure. Early dialogue often providesthe quickest and most effective route to resolution.

Accuracy and Responsibility

Parents remain responsible for the content of any complaint submitted on their behalf, regardless
of how it has been drafted. Where a complaint relies on inaccurate factual assertions or
misstatements of law or regulation generated by an Al tool, the School will focus on addressing
the substance of the genuine concern and will not be obliged to respond point-by-point to
inaccurate or irrelevant material.

Data Protection and Confidentiality

Parents are reminded that information entered into publicly available Al systems may be
processed, stored or reused by third parties. Care should therefore be taken not to input
personal data relating to pupils, staff, parents or other members of the School community when
using suchtools. Parents should ensure thattheir use of Al is consistent with confidentiality and
data protection obligations.

Proportionality and Unreasonable Use

The volume, length or style of Al-assisted correspondence will not influence the outcome of a
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complaint; the substance of the concern will remain the School's focus. However, repeated,
excessive, disproportionate or unnecessarily legalistic Al-generated correspondence that hinders
the School's ability to investigate and resolve concerns efficiently may be considered
unreasonable conduct. In such circumstances, the School reserves the right to manage
communications proportionately and reasonably in accordance with its expectations for parental
conduct and communication.

Our Commitment

The School will not make assumptions abouta parentbased on the suspected use of Al and will
seek at all times to identify and respond to the genuine concern at the heart of any complaint.

6. PREVIOUS COMPLAINTS

Academic Year Number of Formal
Complaints (Stage 2 and above)

2021-2022 1
2022-2023 0
2023-2024 1
2024-2025 0
2025-2026 4
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