Pupil Complaints Procedure

Purpose
This section outlines how pupils can raise concerns or complaints, the stages involved, and the support available to ensure they feel confident and secure throughout the process.

Stage 1: Informal Concern
- Who to speak to?: The pupil may raise a concern with any trusted adult in school—this could be their class teacher, teaching assistant, pastoral lead, or key worker.
- Support available: A member of staff may:
  - Help the pupil express their concern verbally or in writing.
  - Offer moral support during the conversation.
  - Reassure the pupil that their concern will be taken seriously and handled sensitively.

 Stage 2: Formal Complaint to Senior Member of Staff
- Who handles it ?: If the issue is not resolved informally, the pupil (with support if needed) may submit a formal complaint to the Head of Year, Assistant Headteacher, or Designated Safeguarding Lead (DSL).
- **Support available**:
  - A staff member may help the pupil complete a complaints form.
  - The DSL or a pastoral lead may act as an advocate to ensure the pupil’s voice is heard clearly and respectfully.

 Stage 3: Escalation to Headteacher
- Who handles it?: If the pupil remains dissatisfied, the complaint may be escalated to the Headteacher.
- Support available:
  - The pupil may be accompanied by a trusted adult (e.g. a parent, carer, or staff advocate).
  - The Headteacher will meet with the pupil and advocate to explore resolution options.

 Stage 4: Governing Body Review
- Who handles it ?: If the complaint is still unresolved, it may be referred to the Chair of Governors or a complaints panel.
- Support available:
  - The pupil may submit their views in writing or be supported to attend a meeting.
  - An advocate (e.g. DSL, SENCO, or pastoral lead) may continue to support the pupil throughout.

Advocacy and Support
- Pupils may choose their own advocate from among the staff, or one may be appointed based on their needs (e.g. SENCO for pupils with SEND, DSL for safeguarding-related concerns).
- All staff involved in supporting pupils through the complaints process will receive appropriate training to ensure they act with empathy, impartiality, and professionalism.

External Advocacy Support

Pupils may request support from an external advocate, such as:
- A parent or carer.
- A social worker or youth worker.
- A SEND caseworker or external mentor.
- A representative from a recognised advocacy service.

The school will:
- Respect the pupil’s right to be supported by an external advocate.
- Ensure that the advocate is welcomed into the process, subject to safeguarding and confidentiality protocols.
- Provide the advocate with appropriate information (with consent) to support the pupil effectively.

For pupils with SEND, the SENCO will liaise with the external advocate to ensure that reasonable adjustments are made throughout the process.

Advocacy Services Contact Information

🔹 London Borough of Barking and Dagenham (LBBD)
Service: VoiceAbility
- Phone: 0300 303 1660
- Email: helpline@voiceability.org
- Website: www.voiceability.org
- Hours: Monday to Friday, 9am–5pm

🔹 Thurrock
Service: Open Door YPLA (Youth Participation and Leadership Advocacy)
- Phone: 01375 389 879
- Email: YPLA@opendoorservices.org
- Website: https://www.opendoorservices.org

🔹 Essex
Service: VoiceAbility (Essex-wide)
- Phone: 0300 303 1660
- Email: helpline@voiceability.org
- Website: www.voiceability.org

🔹 Havering
Service: Havering SENDIASS
- Phone: 01708 433 885
- Email: SENDIASS@havering.gov.uk
- Website: https://www.haveringsendiass.co.uk

🔹 Kent
Service: VoiceAbility (Kent region)
- Phone: 0300 303 1660
- Email: helpline@voiceability.org
- Website: www.voiceability.org

🔹 Hackney
Service: Hackney SENDIAGS (via Hackney Education)
- Phone: 020 8820 7000
- Website: https://education.hackney.gov.uk/contact-us

