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1. Introduction

1.1 Dovecote School is owned and operated by Cavendish Education.

1.2 Dovecote School is proud of the quality of teaching and pastoral care provided to its pupils and is committed to meeting the needs of its various stakeholders so that any issues or queries can be dealt with positively and proactively.

1.3 If an individual who is not covered by the school's Parental Complaints Policy has a concern they wish to complain about, they can expect it to be treated by the School in accordance with the following procedure.

1.4 Unlike the Parental Complaints Policy, which is based on the school's obligations under The Education (Independent Schools Standards) Regulations 2014, there is no statutory requirement for the school to have a procedure in place to hear non-parental complaints. However, due to the school's intention to work closely and positively with all stakeholders, and to use complaints as a source of feedback that can help it to continuously improve, these discretionary procedures exist.

1.5 This policy is available on the school website and can be made available in hard copy upon request to the Headteacher's office. It can also be made available in larger print or in a more accessible format if required. If someone needs assistance raising their concern or complaint at any Stage in the procedure, for example because of a disability, they should contact the Headteacher's office, who will be happy to make appropriate, practicable arrangements.

1.6 The procedures set out below may be adapted on occasion as appropriate to meet the policy aims and the circumstances of each case.

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

1.8 The school is committed to safeguarding and promoting the welfare of children and young people and expects all staff, volunteers, pupils and visitors to share this commitment.


2. Scope

2.1 The provisions and entitlements of the school's Complaints (Other Than Parents) Policy apply to relevant individuals who may wish to make a complaint and who are not covered by the Parental Complaints Policy.

2.2 Please note that:

· parents should refer to the Parental Complaints Policy and are not able to have their concerns considered via this Non-Parental Complaints Policy
· for regulatory and confidentiality reasons, other than in relevant safeguarding circumstances, the school does not process complaints made by someone on behalf of a parent or another person's child
· pupils, regardless of their age, should address any complaint to their class teacher, a member of the Senior Leadership Team, or the School Council
· a complaint from a member of staff will usually be dealt with by the school's Grievance Policy
· those using services provided by providers other than the school who use school premises or facilities should direct complaints to those providers, who will have their own complaints procedure

2.3 Given the importance placed upon safeguarding in the school, complaints about safeguarding or child protection matters will be primarily handled under the school's Child Protection and Safeguarding Policy and in accordance with relevant statutory guidance.


3. Aim and Outline Summary

3.1 The aim of the school's Complaints (Other Than Parents) Policy is to provide a structure to ensure that any other-than-parental complaint is managed appropriately and effectively.

3.2 We are always interested to receive feedback and hear any concerns, and we do our best to respond constructively and in a timely way. Often, by receiving and responding to feedback, there is an opportunity to reflect, learn and make adjustments.

3.3 Potential complainants are assured that the school aims to treat all complaints seriously, sensitively and confidentially.


4. Confidentiality

4.1 All participants utilising the school's Complaints (Other Than Parents) Policy must ensure that correspondence, statements and records relating to individuals are kept confidential except where the Secretary of State or a body conducting an inspection under section 109 of the Education and Skills Act 2008 requests access to them.


5. Offering a Possible Resolution to Complaints

5.1 Individuals using this Policy are encouraged to share what actions they feel might resolve the problem at any Stage, which may assist the School in making its response.

5.2 The school seeks to keep in mind ways in which a complaint can be appropriately resolved. It might be sufficient to acknowledge that the complaint is valid in whole or in part, and it may be appropriate to offer one or more of the following:

· an apology
· an explanation
· an admission that something could have been handled differently or better
· an assurance (where possible) that the event complained of will not recur, with an explanation of the steps taken to reasonably ensure this
· an undertaking to review school policies or practices in light of the complaint
· a dismissal of the complaint in whole or in part, with an explanation of why that dismissal is appropriate

5.3 An admission that the school could have handled a situation better is not the same as an admission of negligence.


6. The Three-Stage Complaints Procedure

6.1 This Policy contains a complaints procedure to deal with complaints from individuals who are not parents of pupils.

6.2 It provides for three Stages: informal, formal and a governance review.

6.3 An individual who is not a parent with a complaint is asked to follow the three Stages of the procedure in sequence.


Stage 1 – Informal Resolution

6.1.1 It is hoped that most complaints will be resolved quickly and informally.

6.1.2 Initiating a Stage 1 complaint: If an individual wishes to make a complaint, they should normally contact the school. In most cases, the matter will be resolved at this point to the individual's satisfaction. Individuals may make the complaint by telephone, email, in person or by letter.

6.1.3 The school will nominate an individual to consider the Stage 1 complaint and to respond to the complainant within 10 school working days (or during school holidays, within 15 school working days).

6.1.4 The nominated member of staff will make notes of all complaints and the dates on which they were received and concluded at Stage 1. All identified Stage 1 complaints are logged centrally by the school.

6.1.5 In the event that the Stage 1 process does not reach a satisfactory resolution, the complainant will be advised to proceed to Stage 2.


Stage 2 – Formal Resolution

6.2.1 A complaint will usually progress to Stage 2 only after first being considered at Stage 1 and only then if the complainant explicitly intends to escalate the matter to the formal stage.

6.2.2 Initiating a Stage 2 complaint: If the complaint cannot be resolved on an informal basis at Stage 1, the complainant should put their complaint in writing to the Headteacher, giving details of their complaint (such as dates, times and relevant documentation). The Headteacher will acknowledge receipt of the complaint within 5 school working days (or as soon as reasonably practicable during school holidays).

6.2.3 The Headteacher will decide, after due consideration, the appropriate course of action to take. In most cases, they or a member of the team will meet with the person(s) concerned within 10 school working days of receiving the complaint to discuss the matter.

6.2.4 If possible, a resolution will be reached at this stage. If further investigation is required, the Headteacher will normally delegate that responsibility to a member of their team; that person will report back to the Headteacher, without themselves making a judgement on the complaint.

6.2.5 Once the Headteacher is satisfied that, so far as practicable, all of the relevant facts have been established, they will review all relevant material, form a judgement and confirm the outcome of Stage 2 to the complainant in writing, normally within 20 school working days. If a longer period is required, they will write to the complainant to explain the reasons.

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

6.2.7 If the complainant is not satisfied with the outcome at the end of Stage 2, they should proceed to Stage 3 by contacting the governance body within 5 school working days of receipt of the formal completion of Stage 2.


Stage 3 – Governance Review

6.3.1 If an individual is not satisfied with the Stage 2 outcome, they may invoke Stage 3 by requesting a governance review.

6.3.2 A member of the governance body will be appointed to consider the complaint.

6.3.3 Unlike the Parental Complaints Policy, there will not be a panel, an independent representative or a formal hearing as part of the Stage 3 procedure for non-parental complaints.

6.3.4 Once appointed, the governance colleague considering the complaint will review steps taken thus far by the school, will engage with those who managed the process at Stages 1 and 2, and will consider whether the school has acted reasonably and considered the complaint appropriately.

6.3.5 If required, further investigation and fact-finding will take place to ensure the Stage 3 review has been sufficiently robust.

6.3.6 In the event of an individual stating their intention to initiate or having initiated legal proceedings, the governance colleague will usually still proceed in accordance with this Policy, but reserves the right to delay their response or terminate the process if appropriate.

6.3.7 The complainant will receive the outcome of the Stage 3 review in writing within 21 school working days.

6.3.8 In all cases of a complaint reaching Stage 3, the school will take the opportunity, outside of the Complaints Procedure, to formally consider whether the complaint represents a deeper problem that needs to be remediated.


What to do if Dissatisfied with the Stage 3 Outcome

The conclusion of a Stage 3 complaint is the final step in the school's procedures. No further internal review is available.


7. Timeframe for Dealing with Complaints

7.1 All complaints will be handled seriously, sensitively and as expeditiously as reasonably possible, in accordance with the timescales set out in Section 6.

7.2 If other bodies are investigating aspects of the complaint — for example, the police, local authority safeguarding teams or Tribunals — this may impact on the school's ability to adhere to the timescales within this procedure, or may result in the procedure being suspended until those public bodies have completed their investigations. Where any such delay can be avoided, it will be.


8. Exceptions to the Procedure

8.1 Where there is a particularly serious complaint that needs to be raised, it is possible for an individual to take it directly to the Headteacher, circumventing Stage 1.

8.2 A particularly serious complaint in this context might include matters of child protection, personal safety, confidential health or family issues, or where there is a significant allegation made against a member of staff. In such instances, it may be appropriate or necessary to initiate other school policies and procedures.


9. A Complaint Against the Headteacher

9.1 A complaint against the Headteacher should be made to the Chair of Governors of Dovecote School. The Chair of Governors will nominate a Governor who will normally manage it as a Stage 2 complaint in the first instance, giving the complainant the opportunity to progress to Stage 3 thereafter should they so decide. The Governor who dealt with the Stage 2 process will not be involved in the Stage 3 process.

9.2 A significant allegation against the Headteacher will be managed directly either as a Stage 3 complaint (without going through Stage 2) or separately under the terms of the school's Safeguarding Policy.


10. Withdrawing a Complaint

10.1 Individuals are entitled to halt their complaint at any point in the procedure if they so wish. If so, they are asked to confirm this decision in writing.


11. Persistent or Unreasonable Correspondence

11.1 We aim to respond to all correspondence in a timely and helpful way. However, in the interests of fairness to all parties, we ask complainants not to repeatedly contact the school while the complaint is being processed, as it could delay the outcome being reached.

11.2 If an individual contacts the school again on the same issue once the complaints process has been exhausted, the correspondence may be viewed as serial or persistent. The school may stop responding when the following conditions are met:

· the school has taken every reasonable step to address the complainant's concerns
· the complainant has been given a clear statement of the school's position and their options
· the complainant contacts the school repeatedly, making substantially the same points each time

11.3 The case to stop responding is stronger if:

· the complainant's communications are often or always abusive or aggressive
· the complainant makes insulting personal comments about or threats towards staff
· the school has reason to believe the individual is contacting the school with the intention of causing disruption or inconvenience


12. Recording Complaints and Use of Personal Data

12.1 Following resolution of a complaint, the school will keep a written record of all complaints — whether resolved at Stage 1, Stage 2 or Stage 3 — and any action taken as a result of the complaint (regardless of whether the complaint is upheld).

12.2 Dovecote School records and monitors all complaints using Companion, its electronic case management system. Companion is used to maintain a secure record of complaints, correspondence, actions taken and outcomes, enabling the school to monitor trends, ensure timely progression through the complaints process and support quality assurance.

12.3 The school processes data in accordance with its Privacy Notice (https://dovecoteschool.co.uk/privacy-policy). When dealing with complaints, the school may process a range of information, including:

· the date when the issue was raised
· the name and contact details of the complainant
· a description of the issue
· records of all investigations (if appropriate)
· witness statements (if appropriate)
· the name and contact details of the member(s) of staff handling the matter at each stage
· copies of all correspondence on the matter
· notes or minutes of any meetings held
· the outcome of the Stage 3 review

12.4 This may include special category personal data where necessary owing to the nature of the complaint. This data will be processed in accordance with the school's Data Protection Policy.

12.5 All records relating to complaints shall be treated as confidential. Where requested by the Secretary of State or an inspector, or where there is a legal, regulatory, safeguarding or data protection obligation, disclosure may be required.


13. Links to Other Policies

13.1 This policy is linked to:

· Parental Complaints Policy
· Safeguarding and Child Protection Policy
· Special Educational Needs and Disabilities (SEND) Policy
· Grievance Policy
· Anti-Bullying Policy
· Positive Behaviour Policy
· Data Protection Policy


14. Contact Information

14.1 For any questions or concerns regarding this policy, please contact the school's designated staff member:

	Name:
	Sam Andrews

	Role:
	People, Resources and Compliance Manager

	Email:
	sandrews@dovecoteschool.co.uk

	Address:
	Dovecote School, 21 Station Road, Shapwick, Bridgwater, Somerset, TA7 9NJ




15. Approval & Policy Review

This Policy has been reviewed and approved by:

	Policy Approver(s)
	Cavendish Education Board of Directors / Senior Leadership Team of the school

	Storage Location
	Online; hard copy in the school office

	Effective Date
	July 2026

	Next Review Date
	July 2027




16. Revision History

	Version
	Change
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	Date of Change

	1
	First published
	Cavendish Education Central Team
	July 2026
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