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This document outlines the Complaints Procedure for North London Collegiate School Kobe,
designed to address concerns from parents and guardians of current or former registered pupils.
Resolution Process

The procedure is structured into three progressive stages to resolve complaints effectively:
e Stage One: Informal Resolution

M

ost complaints should be resolved informally within 5 working days by speaking directly

with the child's Form Tutor, class teacher, or relevant Line Manager. Written notification
will be acknowledged within 2 working days during term time.
e Stage Two: Formal Resolution

If

the informal process fails, complaints should be submitted in writing to the Principal (or

Head of Junior School) within 5 working days. The Principal (or Head of Juniors) will
investigate and aim to provide an outcome within 28 working days.
e Stage Three: Complaints Panel Hearing

If

unsatisfied with the Stage Two decision, parents can appeal to the Managing Director,

NLCS International (or Principal if the Head of Juniors lead stage 2), within 10 working
days. A panel of at least three people (including an independent member) will review the
facts, though they cannot award financial compensation or impose sanctions.
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Introduction
North London Collegiate School Kobe (the School) believes complaints from parents and guardians of
current registered pupils about the activities or actions of the School should be resolved swiftly.

Complaints will be treated by the School in accordance with this Procedure, which complies with
Paragraph 33 of Part 7 of Schedule 1to The Education (Independent School Standards) Regulations
2014. The Standard does not distinguish between ‘concerns’ and ‘complaints. Any matter about which
a parent of a pupil is unhappy and seeks action by the School is considered a complaint, and in the
scope of this Procedure.

A complaint is an expression of dissatisfaction with a real or perceived problem regarding any matter
about which a parent of a current registered pupil is unhappy, and seeks action by the School. 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 towards their child.

Parents can be assured that all complaints will be treated seriously and confidentially.

This is a whole school Procedure which applies across the school.

Aims and objectives
The School aims to work closely with parents to resolve all complaints in a timely manner.

Timescales for each stage are set out below in the relevant paragraphs. Working days means Monday to
Friday inclusive (excluding public holidays), when the School is open during term time. Aspects of the
Procedure can only be carried out during term time. The term dates are published on the School's
website.

Scope and responsibilities
This Procedure applies to parents and guardians of current registered pupils, and parents of former
pupils where the complaint was initially raised when the pupil was still registered at the School.

The following are exempt from this Procedure because they are covered by separate procedures:
e matters likely to require a child protection investigation;
e whistleblowing;
e staff grievances and disciplinary procedures;

Separate procedures apply in the event that a child protection issue arises or if the Principal expels or
asks a pupil to leave and the parents seek a review of that decision.

Any concern about the safety of your child should be notified immediately to the person you believe is
best placed to take urgent action and should be confirmed in writing to the Principal. Safeguarding
related concerns should be raised via the reporting procedures set out in the Safeguarding and Child
Protection Policy.

The owner of the school, his representatives and the Director of International Education who are
approached with a complaint will usually refer the matter to the Principal, unless the complaint is about
the response of the Principal to a previous complaint, which will be referred to the Managing Director,
NLCS International to deal with under Stage 3 below.

Implementation

Stage One: Informal Resolution

It is hoped that most complaints will be resolved quickly and informally. The timescale for resolving
informal complaints is 5 working days. If parents have an informal complaint they should normally
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speak to their child's Form Tutor or class teacher. A matter raised orally may not necessarily be
acknowledged in writing.

Written notification of an informal complaint will be acknowledged in writing within 2 working days
during term time, and as soon as practicable in the half term and school holidays. In many cases, the
matter will be resolved straightaway by this means to the parents’ satisfaction. It is expected that in
almost all cases this will lead to an agreement or understanding being reached between the various
parties.

However, where a parent is not satisfied with the response received, full written details of the matter
should be referred to the relevant Pastoral Leader for an issue dealt with by a Form Tutor, and to the
Head of Department for a matter dealt with by a subject teacher. Throughout this document the term
Pastoral Leader means the Assistant Head with leadership of the relevant pastoral section in the
Senior School.

Complaints relating to associate staff should be referred to the appropriate Line Manager.

The Form Tutor/Pastoral Leader/Head of Department/Line Manager will make a written record of all
complaints and the date on which they were received.

The School maintains a central written record of all informal complaints for management purposes to
enable any emerging patterns to be identified and monitored. If a stage one informal complaint
transitions to a stage two formal complaint, the complaint will be noted in the formal complaints log.

Where the first contact is directly to the Owner, Managing Director, NLCS International or the Principal
this will initially be treated as an informal complaint.

Stage Two: Formal Resolution - Principal (or Head of Juniors) meeting, investigation and appeal
Should the matter not be resolved informally within 5 working days or in the event that the Form
Tutor/Pastoral Leader/Head of Department/Line Manager and the parent fail to reach a satisfactory
resolution then parents should promptly (within 5 working days) put their complaint in writing to the
Principal, including any relevant documents together with their full contact details.

The Principal (or Head of Junior School) will normally hold a meeting with the parents before instigating
an investigation or making any decision in respect of the complaint. The Principal (or Head of Junior
School) will convene the meeting within 5 working days of receipt of the formal complaint. The
Principal (or Head of Junior School) will normally invite one of the Senior Team to attend to take a note
of the meeting ("The stage two meeting note").

The Principal (or Head of Juniors) will decide, after considering the written complaint, the appropriate
course of action to take and would normally ask the relevant Vice Principal or the Associate Staff lead
(for complaints relating to associate staff) to investigate.

In addition to the stage two meeting note, the Principal (or Head of Juniors), the relevant LT member or
the Associate staff leader will keep written records of all meetings and interviews held in relation to the
complaint.

Once the Principal (or Head of Juniors) 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,
within 5 working days of the decision having been made.

The Principal (or Head of Juniors) aim would be to inform the complainant of the outcome of an
investigation and the resolution to the complaint within 28 working days from the receipt of the
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complaint. Please note that any complaint received within one month of the end of term or half term is
likely to take longer to resolve owing to the presence of half term and school holidays and the
unavailability of personnel. The complainant will be informed of an expected date for completion
should the investigation look to take more than 28 working days in total.

If parents are dissatisfied with the decision of the Principal at Stage Two they should write to the
Managing Director, NLCS International within 10 working days of the date on which they were notified
of the decision so that the matter can be referred to the Complaints Panel for consideration. If the
complaint was heard by the Head of Juniors, then the complainant should write to the Principal within
10 working days.

Parents should ensure that a copy of all relevant documents and their full contact details accompany
their letter, which should also state the outcome desired and all the grounds of the complaint. If
additional documents are provided after this initial letter the Complaints Panel may need to move the
hearing date to ensure Panel members have had sufficient time i.e., 7 days to review the additional
relevant papers.

A Complaints Panel will only be convened if Stages One and Two of this procedure have been followed.

The Managing Director, NLCS International or Principal shall acknowledge the request in writing within 2
working days. The Managing Director, NLCS International or Principal will endeavour to convene the
Complaints Panel hearing within 15 working days of the receipt of the request to appeal the Stage Two
decision or as soon as is reasonably practicable if the dates within that period are unavailable to
Complaints Panel members, parents or relevant members of staff.

The Complaints Panel will consist of at least three persons not having detailed knowledge of or being
directly involved in the matters detailed in the complaint, one of whom shall be independent of the
management and running of the school. Each of the Panel members shall be appointed by the
Managing Director, NLCS International or Principal who may appoint themselves to the Panel if not
previously involved in the matter. The hearing will be chaired by one member of the Panel (chosen by
themselves) and will be conducted in an informal manner.

The parents will be sent written notification of the date, time and place of the hearing, or log in details
for virtual hearings, together with brief details of the Panel members. Parents will be asked to attend the
hearing and may be accompanied by one other person. This may be a relative or friend. Legal
representation is not considered appropriate. If parents wish to bring a legally qualified person to act in
their professional capacity, subject to the consent of the Chair of the Panel, the parents should provide
the School with at least 7 days' notice.

The Complaints Panel will be provided with the stage 2 meeting note and any other written records and
interview notes created as part of the Stage Two investigation at least 7 days before the hearing date.

Stage Three: Complaints Panel Hearing

The Complaints Panel hearing is a review of the decisions taken by the Principal or Head of Juniors at
Stage Two. The Panel will not consider any new areas of complaint which have not been raised as part
of the complaints procedure or in the parents’ communications as part of the Stage Two appeal process.

The Panel's task is to establish the facts surrounding the complaints that have been made by
considering:

e the documents provided by both parties including the stage two meeting note and any other
written records taken as part of the investigation;

e any correspondence between the parents and the School (including any legal correspondence
on their behalves); and
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e any representations made by the parents and the Principal (or Head of Juniors).

This may include holding separate meetings with the parents and the Principal (Head of Juniors)
respectively and/or meeting with them together in the same room. It may also involve meeting with
any other person about whom a complaint has been made. The process however intended to be is a
relatively informal one.

In cases where the Principal (or Head of Juniors) is invited to attend the Panel hearing together with the
parents the Principal (or Head of Juniors) will be there to provide evidence to the Panel and answer
questions which the Panel or the parents may ask. The Principal (or Head of Juniors) will not participate
in the Panel's decision-making process. An appropriate member of staff will be asked to attend to make
a note of the hearing.

The Chair may, at his/her discretion, adjourn the hearing for further investigation of any relevant issue.
This may include an adjournment to take legal advice.

After establishing the facts, the Panel will either uphold or dismiss the complaint. The decision will be
made on the balance of probabilities. It is not within the Panel's power to make any financial award, nor
to impose sanctions on staff, pupils or parents.

After consideration of all matters discussed at the hearing, the Panel will reach a decision. The Panel's
decision, findings and any recommendations may be notified orally at the hearing or subsequently
within 14 working days of the hearing. In either case the Managing Director, NLCS International or
Principal will write to the parents (by email or post if so requested) either confirming the Panel's
decision and the reasons for it or attaching the decision and providing any further explanation as
needed.

The Panel’s findings and recommendations, if any, will also be shared with the Principal, the Managing
Director, NLCS International and, where appropriate, the person (other than a child) about whom any
complaint was made. If the complaint was about another person'’s child, the parents of that child will
also be told. The decisions, findings and any recommendations will also be available for inspection on
the School premises by the Managing Director, NLCS International and the Principal.

Records of complaints and data protection

A written record of formal complaints is retained by the School showing whether the complaints were
resolved following a formal procedure or proceeded to a panel hearing; and action taken by the School
as a result of these complaints (regardless of whether they are upheld).

The School processes data in accordance with the privacy notices for parents and pupils. When dealing
with complaints the School may process a range of information, including but not limited to, the
following:

date when the complaint was raised,

name of parent/s,

name of pupil,

description of the issue,

records of any investigations,

witness statements (if applicable),

name/s of members of staff handling the complaint at each stage,

copies of all correspondence,

notes of meetings and hearings (if applicable), the panel’s written decision (if applicable).

All complaints will be treated seriously and confidentially.
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Monitoring and evaluation
The Principal and Senior Team will regularly monitor and evaluate the effectiveness of this Procedure.

The Comeplaints Procedure will be subject to review at least annually (or more frequently if changes to
legislation, regulation or statutory guidance so require).

The Complaints Procedure will also be subject to critical review by the Advisory Board, and will be
reviewed on an annual basis.



