Royal School for the Blind Charity, Liverpool


Complaints 
Policy and Procedure
THE AIM OF THE COMPLAINTS PROCEDURE 

1.  The Charity aims, wherever possible, to resolve complaints fairly to the satisfaction of the complainant, the person about whom the complaint is made and the Charity.  The complainant may be a parent/carer, member of staff (if acting as an advocate), volunteer, visitor to the Charity, neighbour or a person acting as an advocate for those who do not use verbal communication (or normative means) by which they might usually make a complaint.  The complainant may also be a pupil at the school or a service user at Rushton Futures.

2.  The Charity will ensure that at every level, the person or persons nominate to conduct an investigation will have the training, experience and support appropriate to the role.

3.  At each stage of the Complaints Procedure it will be the responsibility of all concerned to ensure that the process is as transparent as possible and with the need for confidentiality were appropriate. Any information gathered during the process will not be shared without the consent of the relevant person(s), and data will be handled in accordance with the Data Protection Act.
THE NATURE OF COMPLAINTS

4.  A complaint can be initiated as a verbal or written expression of concern or dissatisfaction, in relation to an individual, procedure or event.  

HOW TO COMPLAIN 

5. Complaints should be made in the first case to the Head of School, to the Head of Care or to the Head of Service at Rushton Futures.  Verbal complaints should always be followed up in writing (email or letter) in a timely manner.

6.  A complaint can also be made direct to OFSTED if in relation to the School or to Careline if in relation to Rushton Futures. 

7.  Parents and carers, and pupils or service users also have the right to access the complaints procedure of their Placing Authority. 

THE PROCESS OF DEALING WITH COMPLAINTS

8.  Once a complaint is received, the following procedure will be followed.

a. Stage 1.  

(1) This is a fact-finding stage by the appropriate Senior Manager, that is the Head of School, Head of Care, Head of Service at Rushton Futures or a person acting in their place.  The Senior Manager will discuss the issue with the complainant and the member or members of staff involved, if deemed appropriate.  At all times the complaints process must be confidential in order to ensure that all concerned feel able to speak freely and fully.  There is a requirement to maintain the integrity of the process throughout.  Where the complaint is in regard to the School and requires the senior manager to have access to school based staff, school holidays may cause a delay to the response being provided within the two week timeframe. 

(2) After hearing from all concerned, the Senior Manager’s response and intended action will be communicated to the complainant within two working weeks unless external agencies are involved, or the matter is particularly complex, when the process will be conducted as speedily as possible. The complainant will be advised if the timeline is expected to require extending.   If the complainant is satisfied with this outcome a note of the details will be held in the relevant complaints file. On no account should there be any reprisals against those making the complaint.  If the issue cannot be satisfactorily concluded by this process, Stage 2 of the procedure will be invoked. 

b.  Stage 2.  

(1) The purpose of Stage 2 is to satisfy all parties that the Stage 1 procedure was carried out properly, that in consequence an appropriate response was provided in a timely fashion.

(2) The complainant will be informed of the Charity's nominated designated person who has not previously been involved.  This will be member of the Governing Body if in regard to the School or Care staff, or a member of the Rushton Board if in regard to Rushton Futures. If the complaint involves a member of the Central Services team, the Stage 2 process will be carried out by a person nominated by the Charity’s Board of Management.

(3) The complaint should be communicated to this designated person either verbally or in writing. If the complaint is made verbally this must be followed up by a written report by the complainant. The complaint will be fully considered by the designated person who will respond within 14 days from the date they received it to both the complainant and the relevant Senior Manager. Where the complaint is in regard to the School and requires the designated person to have access to school based staff, school holidays may cause a delay to the response being provided within the 14-day timeframe. A copy of the response letter will be filed in the relevant records and a separate complaints file. 

(4) If the complainant is not satisfied by the response of the designated  person then Stage 3 of the process will be invoked which can involve consideration by a panel. The complainant will be informed of this option by the designated person. 

c. Stage 3.  Within 14 days of receiving the designated person's response at Stage 2, the complainant can ask for the matter to be considered by the meeting of a special complaints panel. This is made up of three people, including one independent of the Royal School for the Blind Charity, Liverpool where possible. The complainant, Stage 1 fact finder and Stage 2 designated person will be sent notification of the panel's meeting and both will be invited to attend. Ideally this will be within 14 working days. If the complainant so wishes, he or she may choose another person to accompany him/her. The meeting will be as informal as possible and both complainant and designated person will be invited to speak. The Stage 1 fact finder will be present to allow for any queries or questions pertaining to their stage of the process. The panel will be drawn up by the Charity Trustees and will be impartial, balanced and will operate in confidence. The panel will decide whether or not the complaint is upheld and will make its decision and report its recommendation within 7 days of the meeting. These will be made available to the complainant, relevant Senior manager, designated person and any other relevant people. A copy of this will be held in the relevant complaints records. 

PUPILS’ AND SERVICE USERS’ COMPLAINTS 

8.  Pupils and Service Users at the Royal School for the Blind Charity have a voice.  How we listen and respond to that voice is important.  Each Division of the Charity has regular meetings, and each records and responds to information gathered from these. Pupils and Service Users are encouraged to communicate and contribute their opinions and views in whatever form that is applicable to them; verbal, on body signs, facial expressions, body language, switches, flash cards etc.  They can voice any concerns and complaints at any time but sometime theses can emerge at formal meetings as below.  Any concerns that Pupils and Service Users may have can also be passed on through staff working with them.  In the case of the School or Residential facility, concerns can be dealt with immediately by the relevant class or residential staff member.  Complaints should be brought to the attention of the nominated complaints officer who will take action to resolve them.  Opportunities to identify and resolve complaints are as follows: 

a.  Residential. 
Bradbury House Meetings 

Council Meetings 

Children’s Independent Person

Residential Independent Person

Residential Gripes and Grumbles Book 

Big Mac Switches in Bradbury House (Child Line) 

Keyworkers

TAC meetings 

b.  School.
Class meetings

School Council Meetings

Big Mac Switches (Child Line)

TAC meetings

The Head of School or Head of Care is given feedback from Council meetings if council members feel it is relevant to the division. The Heads can be invited to attend meetings by the Chairperson of the School Council to listen to any concerns. Anything the head of School or Head of Care feels is relevant can be added to the whole school vision, SEF or development plan.

Providing support to the child is important as is their right to confidentiality. This however can be waived if there is a safeguarding issue and this must then be taken through the correct safeguarding procedure.
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