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We live and learn together:

1. with respect and care for each other
2. with a happy and welcoming attitude to everyone
3. with an active and determined approach to our ambition
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Aims

The British School Quito aims to meet its obligations when responding to all complaints when
they arise, in line with orbital guidance:

When responding to complaints, we aim to:

e Beimpartial and non-adversarial

e Facilitate a full and fair verification of the compliant

e Address allthe points at issue and provide an effective and prompt response

e Respect complainants’ desire for confidentiality where possible

e Treat complainants with respect and courtesy

e Make sure that any decisions we make are lawful, rational, reasonable, fair, and
proportionate, in line with the principles of Ecuadorian mediation frameworks

We try to resolve concerns or complaints by informal means wherever possible. Where this is
not possible, formal procedures stated below will be followed.

We will aim to give the complainant the opportunity to complete the complaints procedure in
full.

To support this, we will make sure we publicise the existence of this policy and make it available
on the school website.
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Throughout the process, we will be sensitive to the needs of all parties involved, and make any
reasonable adjustments needed to accommodate individuals.

Definitions and scope

Definitions

We define the difference between a concern and a complaint:

e Aconcernis defined as “an expression of worry or doubt over an issue considered to
be important for which reassurances are sought”

e Acomplaintis defined as “an expression of dissatisfaction however made, about
actions taken or a lack of action”

Scope

The school intends to resolve complaints informally where possible, at the earliest possible
stage.

There may be occasions when complainants would like to raise their concerns formally. This
policy outlines the procedure relating to handling such complaints.

This policy does not cover complaints procedures relating to:

e Admissions

e Safeguarding matters

e Suspension and permanent exclusion
e Whistleblowing

e Staff grievances

e Staff discipline

Roles and responsibilities

The complainant
The complainant will get a more effective and timely response to their complaint if they:

e Beclear and concise when outlining their complaint

e Offer all evidence they have, to support their complaint

o Follow these procedures

e Co-operate with the school throughout the process, form informal stage through to the
end of stage 3

e respond to deadlines and communications promptly

e Treat all those involved with respect.

Stage 1 School lead

An individual will be appointed to verify and establish the facts regarding the complaint. They
will:
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Review all evidence presented

Interview all relevant parties as required

Ensure secure storage of all written materials on the relevant SharePoint

Prepare a comprehensive report to the principal with their findings and the evidence
used to conclude the investigation

Inform the complainant how to escalate to stage 2 complaint if agreement cannot be
reached.

Stage 2 Principal

The principal will review how facts of the complaint were established and the reasons why the
complainant felt the need to escalate the complaint, in doing this the principal may:

Review all evidence presented, including any evidence not reviewed at stage 1
Re interview relevant parties if required
Ensure secure storage of all written materials on the relevant SharePoint
Prepare a comprehensive report with their findings and any additional evidence used
to come to their conclusions
Inform the complainant how to escalate to stage 3 complaint if agreement cannot be
reached
Record in next monthly report to Regional Head and state:
o A complaint was escalated to stage 2 and resolved, or
o Acomplaint will be escalated to stage 3

Stage 3 Proprietors appointed panel

Review all details of the complaint to date

Further verify any details that may not be clear

Ensure everyone is treated with respect throughout

Make sure all parties are aware of the outcome of the stage 3 review in line process
noted below.

Principles for verification process

When verifying a complaint, we will try to clarify:

What has happened

Who was involved

What the complainant feels would put things right
What evidence is put forward to support the complaint

The outcome of the complaint will be based on the evidence gathered and the balance of
probability.

Time scales

The complainant must raise the complaint within 3 months of the incident. If the complaint is
about a series of related incidents, they must raise the complaint within 3 months of the last

incident.
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We will consider exceptions to this timeframe in circumstances where there were valid reasons
for not making a complaint at that time and the complaint can still be investigated in a fair
manner for all involved.

When complaints are raised out of term time, we will consider them to have been received on
the first school day after the holiday period.

If at any point we cannot meet the timescales we have set out in this policy, we will:

e Set new time limits with the complainant
e Send the complainant details of the new deadline and explain the delay.

Stages of complaint

All complaints will follow the process below except for:

e A complaint against the principal will go directly to the regional Head of schools

Informal Stage

If we receive a complaint the leadership team will review the complaint and ensure the
colleague with the most informed understanding of the specific problem contacts the
complainant to discuss their concerns with a review to clarifying and resolving the complaint
immediately.

If this does not resolve the complaint, the complainant can escalate:

Stage 1
If the complaint cannot be resolved informally it will be referred to the principal.

The principal will appoint a relevant senior member of staff to verify the complaint. This
colleague will discuss the complaint with the complainant at a mutually convenient time.
Through discussion, the complainant will clarify in writing if they have not already done so:

1. What exactly is the complaint about
2. Allevidence they have that can be used to support the complaint
3. The preferred outcomes to the complaint sought by the complainant.

To resolve at this stage, all parties will:

1. agree an acceptable outcome, satisfactory to all parties involved within 15 working
days

2. Berecorded to ensure there is no misunderstandings and there is a record of the
outcome

3. The school will maintain a written copy of the complaint on their secure SharePoint
and a copy will be shared with the complainant

4. The colleague managing the complaint will report to the principal the outcome of the
investigation and how the complaint was resolved

5. The principal will report to regional head of schools that a stage 1 complaint was
received and was resolved.
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Stage 2

If the complaint cannot be resolved at stage 1 it will be referred to the principal for review.
This will be done in writing by the complainant, stating their reasons for escalating the
complaint

The principal will:

1. Review all evidence and paperwork related to the stage 1 complaint

2. The principal will organise any meetings required to seek clarification and if possible,
resolve the complaint

3. Publish findings within 15 working days of the stage 2 complaint being received

4. Written outcome will be shared with the complainant and stored in the school secure
SharePoint. The written outcome will inform the complainant that if they do not agree
with the proposed outcome, they can escalate to Stage 3.

5. Maintain a record of complaints that reach are resolved at level 2 and are progressed
to level 3.

Stage 3

If the Principalis unable to resolve the concern at stage 2 to the satisfaction of the
complainant, the complainant may write to the Regional Head of School to establish a formal
procedure with the proprietor who will make provision for a hearing before a panel appointed
by or on behalf of the proprietor and consisting of at least three people who were not directly
involved in the matters detailed in the complaint;

The proprietor will:

1. ensure that, where there is a panel hearing of the complaint, one panel member is
independent of the management and running of the school
2. allow for a parent to attend and be accompanied at a panel hearing if they wish
3. provide for the panel to make findings and recommendations and stipulates that a
copy of those findings and recommendations is:
a. provided to the complainant and, where relevant, the person complained
about
b. available for inspection on the school premises by the proprietor and the
headteacher
4. provides for a written record to be kept of all complaints that are made in accordance
with stage 3 noted above
a. whether they are resolved following a formal procedure, or proceed to a panel
hearing;
b. action taken by the school as a result of these complaints (regardless of
whether they are upheld);
5. provides that correspondence, statements and records relating to individual
complaints are to be kept confidential except where local legal requirements permit
access.
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Managing ill defined, persistent, and vexatious,
complaints

We will not normally limit the contact complainants have with our school. However, we do not
expect our staff to tolerate unacceptable behaviour and will take action to protect staff from
that behaviour, including that which is abusive, offensive, threatening, or libellous.

We define unreasonable behaviour as that which hinders our consideration of complaints
because of the frequency or nature of the complainant’s contact with the school, such as, but
not confined to situations where the complainant:

o refuses to articulate their complaint or specify the grounds of a complaint or the
outcomes sought by raising the complaint, despite offers of assistance

o refuses to co-operate with the complaint’s verification process

o refusesto accept that certain issues are not within the scope of the complaints
procedure

e insists on the complaint being dealt with in ways which are incompatible with the
complaint’s procedure or with good practice

e introduces trivial or irrelevant information which they expect to be considered and
commented on

e raises large numbers of detailed but unimportant questions, and insists they are fully
answered, often immediately and to their own timescales

e makes unjustified complaints about staff who are trying to deal with the issues, and
seeks to have them replaced

e changes the basis of the complaint as the verification proceeds

o repeatedly makes the same complaint (despite previous investigations or responses
concluding that the complaint is groundless or has been addressed)

o refuses to accept the findings of the verification process into that complaint, where the
school’s complaint procedure has been fully and properly implemented

e seeks an unrealistic outcome

e makes excessive demands on school time by frequent, lengthy, and complicated
contact with staff regarding the complaint in person, in writing, by email and by
telephone while the complaint is being verified

e uses threats to intimidate

e uses abusive, offensive, or discriminatory language or violence

e knowingly provides falsified information

e publishes unacceptable information on social media or other public forums.

Complainants should try to limit their communication with the school that relates to their
complaint, while the complaint is being verified. It is not helpful if repeated correspondence is
sent (either by letter, phone, email, or text), as it could delay the verification process

Whenever possible, the investigating officer, Principal will discuss any concerns with the
complainant informally before applying an ‘unreasonable’ marking.

If the behaviour continues, the principal will write to the complainant explaining that their
behaviour is unreasonable and ask them to change it. If the behaviour does not change the
school will cut contact with the complainant
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In response to any serious incident of aggression or violence, we will immediately inform the
police and communicate our actions in writing. This may include barring a complainant from
the school.
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Appendix 1. The process.

10 days from raising the complaint:

If complaint is not resolved it will be escalated.
Informal stage Complainant has the right to escalate at any time
after the complaint has been discussed at first
informal meeting.

Stage 1 .

15 working days:

Review complete

Written report complete if required

15 working days:

Initial review, checked

Sta ge 2 e New evidence reviewed
e [nitial stage 1 review checked
e Stage 2 review complete
e Findings recorded and shared
25 working days:
e Regional Head of schools as
representative of the board
Sta ge 3 e Initial stage 2 review checked

Stage 3 review complete

New evidence reviewed if presented
Feedback regarding findings of board to
complainant

We believe that we will be able to resolve the vast majority of complaints following the
processes outlines above, we recognise complainants have the right to escalate their
complaint and present a dununcio at the ministry
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