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Hare Schools 
Recording and storage 

 
 

Information regarding complaints procedures can be accessed via parent and pupil 
handbooks, the school prospectus, the school website and school policies. 
Questionnaires are sent out annually to parents and pupils and provide an excellent 
medium for feedback. Any issues are addressed and responded to by the Heads of 
Care. 
 
Parent complaints procedure 

1. The school is committed to helping parents solve any problems they have in 
our relationship. Parents may follow up complaints with form teachers, subject 
heads, care staff or other staff who come into regular contact with their child. 
However, if none of these meets parents’ needs, they are strongly 
encouraged to write to, or telephone, the Principal, who will deal with the 
matter urgently. Problems often require further consultation, but the Principal 
will endeavour to respond within two working days. 

 
2. Where the problem is not resolved to parental satisfaction, and parents still 

feel aggrieved, they may write to: the Chair of the Board of Governors 
(confidential), c/o Mary Hare School. 
 

3. Alternatively, parents may consider the option of contacting Ofsted.  
 
Pupil complaints procedure 

4. Where pupils have worries or concerns, there are a number of ways in which 
they can voice these: 

 
- Staff - Senior staff, the School Nurse, form teachers, Heads of Year, 

Heads of Care, team leaders, key workers etc. All staff will do their best to 
resolve a situation with privacy and confidentiality where appropriate. 

- Parents - Where possible, every effort should be made to encourage a 
pupil to discuss matters of concern with their parents. 

- House suggestion boxes – Each house has one of these and 
suggestions are responded to regularly. 

- Pupil Questionnaires – Pupil feedback is sought regularly and any issues 
are addressed and responded to. 

- Independent Listener – The secondary school independent listener 
makes regular visits to the campus. The Primary school has a children’s 
friend who visits once a week. 

- The Independent Visitor – This is usually a member of the Governing 
body who visits the School every half-term. They allow time each visit to 
speak with pupils and any concerns can be brought to them. 

- Childline – The phone and minicom number for this confidential helpline is 
in all house phone boxes. 

Mary Hare School 

Complaints and representations procedure 
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- 14-21 – This Newbury based service is advertised in some of the houses. 
There is no minicom number but staff can help make the first contact and 
then leave pupils to talk privately and confidentially. 

- Rights4me – Pupils are made aware of the Children’s Rights Director and 
how to access the services they provide. 

 
5. To make a formal complaint a pupil can speak or write to The Principal or Vice 

Principals. The pupil will then receive a letter stating that the complaint has 
been received and that the matter is being attended to. The pupil will then 
have an opportunity to talk with the Principal or Vice Principal. A friend or 
adult of the pupil’s choice may be present. If after this, the complaint has not 
been resolved satisfactorily, the pupil may contact the Chair of the Board of 
Governors or Ofsted. 

 
Complaints records 

6. In accordance with the Education Regulations 2011, a written record is 
required to be kept of all formal complaints and should contain the following 
information: 

 
- The name of the person making the complaint 
- The date of the complaint 
- The nature of the complaint 
- Any action taken, and 
- The outcome of the complaint. 

 
7. Correspondence, statements and records relating to individual complaints are 

to be kept confidential.  
 

8. The complaints record book is kept in the Head of Care office at the 
Secondary school and the main office at the Primary school. They are 
monitored each half-term by the Care Standards Officer and a member of the 
Board of Governors. 

 
Complaints against staff of the school 

9. The following policies should be read in conjunction with this one: 
Safeguarding and Child protection, Staffing, Whistle Blowing. 

 
10. In the case of a complaint being made against the Principal, all 

communication should be sent to the Chair of the Board of Governors. 
 
 


