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Introduction

School context

Park Lodge School is a highly specialist provision for young people admitted to Park
Lodge Clinic, a Tier 4 CAMHS Eating Disorder Service. We are not a mainstream
setting: our students present with complex needs that require education to be fully
integrated into their clinical care and recovery. While most students have a primary
diagnosis of an eating disorder or eating-related difficulty, many also experience
co-occurring mental health conditions such as depression, OCD, or anxiety.

A significant feature of our student profile is disengagement from education prior
to admission. Many have experienced long periods out of school, disrupted learning
journeys, or strained relationships with education. Re-engagement is therefore
central to our work. From admission, we build a detailed picture of each young
person’s educational history, health needs, and personal circumstances, enabling
us to design personalised programmes that focus not only on academic progress
but also on restoring confidence, rebuilding routines, and preparing students for
their next steps.

Students are admitted and discharged throughout the year, with the average stay
being 16-20 weeks, though some remain significantly longer depending on clinical
needs. All placements are commissioned by home Local Authorities, who retain
statutory responsibility for education. Close collaboration with families, home
schools, and community teams ensures continuity of learning and a supported
transition post-discharge.

The school operates within Park Lodge Hospital and is embedded in the work of the
hospital’s Multi-Disciplinary Team, including Psychiatrists, Psychologists,
Occupational Therapists, Social Workers, and Nursing and Care staff. Education is
not delivered in isolation but as a core part of recovery. Daily collaboration with
clinical colleagues aligns learning with therapeutic progress so that barriers are
understood holistically and education actively contributes to reintegration.

Our ethos is built on personalisation, flexibility, and partnership. We work at the
intersection of health, education, and family life, ensuring every young person has
the opportunity to re-engage with learning, develop resilience, and transition
successfully back into their home, school, and wider community.




Ethos and Vision

At Park Lodge School, our ethos reflects the unique circumstances in which we
work. We educate young people who are inpatients at Park Lodge Clinic, a Tier 4
CAMHS Eating Disorder Service. Education here is not an add-on: it is an essential
strand of treatment and recovery. Everything we do is shaped by our commitment
to each student’s health, wellbeing, and future.

Our core values are expressed through the acronym HEALTH, which captures the
spirit of our school:

= Hopeful Environment - We create a climate of optimism and possibility,
helping young people to see beyond their immediate challenges and believe
in their capacity to grow.

= Empathy and Understanding - We foster a community that listens,
understands, and values every individual, ensuring students feel safe, seen,
and supported.

= Achievement - We celebrate progress in all its forms. Academic success is
important, but so too is confidence, resilience, and re-engagement with
learning.

= Lifelong Learning - We model curiosity and growth, encouraging students
and staff to continue developing their skills, knowledge, and aspirations.

= Therapeutic Support - Working hand-in-hand with the hospital’s clinical
team, we integrate therapeutic strategies into daily learning, ensuring
education is part of the recovery journey.

= Holistic Wellness - We see the whole child: their health, their learning, their
family, and their future. Our goal is to equip students for a successful return
to education, home, and community life.

These values underpin our ethos and define our purpose. Park Lodge is a place
where education and recovery go hand in hand, where barriers are met with
creativity and compassion, and where every young person is given the chance to
rediscover their voice, their talents, and their future.

Our vision is that every young person leaves Park Lodge having re-engaged with
education, equipped with renewed confidence, resilience, and the skills to thrive in
life beyond the hospital.




Roles and Responsibilities

It is the responsibility of the proprietor to ensure that there is a Complaints policy.
The School Complaints procedure and policy will be approved by the Proprietor,
Advisory Board and the Headteacher. The frequency for review of this policy is
determined the proprietor.

The Headteacher will undertake policy consultation and review as required. It
should be noted that:

= Thereis ongoing evaluation of the school’s systems by the Advisory
Board

* Policies are reviewed individually annually

* Additionally, the policy is reviewed if and when new guidance is issued
by the DFE.

Itis the responsibility of the proprietor, Headteacher and staff at Park Lodge School
to ensure that all steps required within the policy are followed and adhered to.




Summary of complaints procedure

The school’s procedure for dealing with concerns and complaints is set out in the
following four stages:

Stage 1 - Informal (concern reporting)

As outlined in ‘Concern Reporting’ - you express your concern for the first time
either by telephone or in writing to your child’s key teacher or Headteacher, who
tries to provide a solution that is satisfactory to you.

Stage 2 - Making a formal complaint

You make a complaint formally in writing or verbally to the Headteacher (who acts
as the school’s complaints co-ordinator). If your complaint concerns the
Headteacher, you can contact the Chairperson of the Advisory Board.

Stage 3 - Panel hearing

If you remain concerned the matter may be considered by the complaints Review
Panel. The outcome at this stage will be final as far as the school is concerned.

Stage 4 - Review / Refer to the proprietor

If you remain dissatisfied you are entitled to contact the Proprietor who will review
the way in which your complaint has been handled with an appropriate person who
is not associated with the school as an employee, a member of the Advisory Board
or as a Proprietor.




Stage 1 - Informal (Concern Reporting)

If you have any concerns, please tell us as soon as possible.

You can speak to a member of staff. In most instances this will be the Key Teacher
or directly to the Head Teacher:

= Christopher Johnson

= christopher@arcadiacare.co.uk

If your concern is about the Head Teacher, please contact the Proprietor and Chair
of the advisory board:

=  Jawad Sheikh

» jawad@arcadiacare.co.uk

=  We will respond to your concern within 24 hours with a telephone or email
conversation or by setting up a face-to-face meeting with you within 7
working days of hearing your concern.

= You are very welcome to bring a friend or relative to any face-to-face
meeting regarding your concern.

= We aim to deal with your concern within 14 working days of first hearing it
and if this is not possible, we will inform you of what has happened, why the
concern cannot be dealt with within 14 working days and what the time
frame will be for dealing with the concern.

= |t is important that you feel satisfied with the outcome of having raised a
concern and in most circumstances, we hope this will be the case.

* Howeuver, if you are not satisfied with the response you receive within 14
working days, please see what you can do below.




Stage 2 - Making a formal complaint

We are committed to resolving any concerns or complaints in a fair and timely
manner, ensuring that all individuals feel heard and supported. If you are
dissatisfied with the outcome of an informal discussion or prefer not to discuss the
matter informally, you may proceed to make a formal complaint.

Submitting a Formal Complaint

How to Submit:

* Formal complaints must be made in writing to the Head Teacher. To assist
you, Appendix A provides guidance on the information required.

= If your complaint concerns the Head Teacher, it should be addressed to the
Proprietor.

= Support for Writing the Complaint: If you need help composing your letter,
we can arrange for someone to assist you.

= Acknowledgement: You will receive a written acknowledgement of your
complaint within three working days of its receipt.

The Complaints Process

Initial Meeting:

* You will be invited to a face-to-face meeting within seven working days to
discuss your complaint.

* Youare welcome to bring a friend or relative for support during this meeting.

Investigation:

= The Head Teacher or Proprietor will conduct a thorough investigation, which
may involve interviewing staff members or young people involved.

= If young people are interviewed, this will be done with either a parent/carer
or a suitable member of staff present.

Timeline for Resolution:

* Theaimis toresolve your complaint within 14 working days of receiving your
written complaint.




= |If delays occur, you will be informed of the reason and provided with a
revised timeframe.

Record Keeping:

= Detailed records of all meetings, conversations, actions, and relevant
documentation will be maintained.

Response to Your Complaint:

= Once the investigation is complete, you will receive a written response
outlining:

* The decision made by the Head Teacher or Proprietor.

* The rationale behind the decision.

= Any actions to be taken, if applicable.

= This response will be provided within 14 working days, or you will be
informed of any delays.

= |f You Are Unsatisfied with the Outcome

= Everyeffort will be made to resolve your complaint to your satisfaction. Once
a resolution is achieved, the complaint will be considered closed.

Escalation:

= If you remain dissatisfied, you may contact the Proprietor, Chair of the
Advisory Board - Mr Jawad Sheikh, to request further consideration of your
complaint.

Final Decision:

= The Chair may determine that all possible actions to resolve the complaint
have been taken.

= |If it is deemed unhelpful to convene a Complaints Review Panel, the
complaint will be closed, and you will not be able to proceed to Stage 3.

= Our complaints process is designed to ensure clarity, fairness, and the
opportunity for resolution at every stage.




Stage 3 - Panel hearing

= If you are dissatisfied with the outcome of your complaint following Stage 2,
you may request further consideration of your complaint. Appendix B offers
guidance about the information required.

= This request must be made in writing to Park Lodge School within 10 working
days of receiving the outcome from Stage 2. The request should be addressed
to the Chair of the Advisory Board, Mr. Jawad Sheikh.

= Upon receipt of your request, Park Lodge School will acknowledge it within
3 working days and inform you whether a panel hearing will be arranged.

= |f apanel hearingis scheduled, it will take place within 10 working days from
the date of receiving your written request for further consideration. We will
consult with you regarding the timing and date of the hearing to ensure that
you can attend. You are welcome to bring a friend or relative with you to the
panel hearing for support.

= With the assistance of Park Lodge Hospital, we will appoint a panel of at least
three people, all of whom will have no prior knowledge of your complaint.
One panel member will be an independent professional who is not involved
in the management or operation of the school.

= The panel members will select a chairperson. The primary purpose of the
panel hearing is to resolve the complaint and foster reconciliation between
you and the school.

Panel Hearing Procedure

* You will have the opportunity to present your complaint.

* The Headteacher will present the school’s position.

= The panel will ask both parties questions.

* You will be invited to make a final statement.

* The Headteacher will also be invited to make a final statement.

*  You will be asked if you feel that you have received a fair hearing.
* Minutes will be taken throughout the meeting.

* The panel chair will explain that, after all statements have been heard,
the panel will deliberate and reach a decision.

= At this point, both you, the Headteacher, and anyone not on the panel
will be asked to leave the meeting. The panel will then carefully review
the complaint and all supporting evidence.

.
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Panel’s Decision

The panel will:

Reach a decision regarding the complaint.

Determine if any actions are required to resolve the issue.

If appropriate, suggest changes within the school to prevent similar
issues in the future.

A written statement outlining the panel's decision will be sent to you
within 10 working days of the hearing. If relevant, the individual about
whom the complaint was made will also be notified of the decision.

1



Stage 4 - Review / Refer to the proprietor

If you remain dissatisfied with the outcome, you have the right to contact the
school’s proprietor for a review of how your complaint has been handled.

The proprietor, along with an appropriate individual who is not connected to the
school as an employee, Advisory Board member, or member of the Complaints
Panel, will conduct the review.

The Review Process

The review will involve:

= Anexamination of all correspondence related to the complaint.

= Consideration of any statements from members of the Complaints Review
Panel, Advisory Panel, and Headteacher regarding the handling of the
complaint.

= The purpose of the review is to assess whether the Complaints Review
Panel, Advisory Panel, and the Headteacher/Head of Site have followed the
school’s complaints procedure correctly and whether their actions were
reasonable.

= The proprietor will notify both you and the school, in writing, of the
outcome of the review within 10 working days. If this is not possible, you
will be informed of the delay and provided with an explanation.

= The letter will outline the proprietor’s view on how your complaint was
handled and, where appropriate, provide recommendations for a way
forward for both you and the school.

12



Final course of action

After Stage 4, if you are still dissatisfied with the outcome, you may raise your
complaint with an external body. Further information about this process can be
found at www.gov.uk/complain-about-school/private-schools.

For additional guidance, you may also contact Ofsted using the contact details
provided below.

13



Record Keeping

The school will record the progress of all complaints, including information about
actions taken at all stages, the stage at which the complaint was resolved, and the
outcome. The records will also include copies of letters and emails, and notes
relating to meetings and phone calls.

This material will be treated as confidential and held centrally and will be viewed
only by those involved in investigating the complaint or on the review panel.

This is except where the secretary of state (or someone acting on their behalf) or
the complainant requests access to records of a complaint.

Written records will be kept of all complaints and their outcomes, including the
stage in which they were resolved. All written records will be kept confidentially by
the Headteacher in the school’s Complaints Folder. The school Complaints Folder
will be audited termly and a report compiled for the Advisory Board by the
Headteacher. The School Complaints Folder will be available for scrutiny at Ofsted
inspections and will be made available to the DfE and Local Authority on request
within GDPR constraints.

Monitoring arrangements

The Advisory Board and Chair will monitor the effectiveness of the complaints
procedure in ensuring that complaints are handled properly. The Advisory Board,
Headteacher and proprietor will track the number and nature of complaints.
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Appendix A - Information required for a formal complaint

10.

12.

Your Full Name

Date of Birth

Your Contact Details

(Phone number, email address, or postal address)

Relationship to the Student (e.g., Parent, Guardian, etc.)

Student’s Name (if different from the complainant)

Date of the Incident(s)

(If applicable, please include the specific date or timeframe of the incident)
Describe your complaint

(Please provide as much detail as possible, including any actions taken and
any individuals involved. If your complaint relates to more than one
incident, please specify them separately.)

What would you like us to do to resolve the issue?

(Please outline your desired outcome or resolution for the complaint)
Have you already discussed this issue with any staff member?

(If yes, please include details about the conversation, including the staff
member’s name and any outcomes.)

Any supporting documents or evidence?

(Please list any documents, emails, or other evidence you are submitting
with your complaint)

Signature of Complainant

Date
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Appendix B - Checklist for a Panel Hearing
1. Informal Setting: The hearing will be as informal as possible.
2. Witnesses: Witnesses attend only when giving evidence.
3. Order of Proceedings:
Introductions: Panel, complainant, and Headteacher introduced.

Complainant’s Presentation: Complainant explains their complaint, followed
by witnesses.

Headteacher’s Response: Headteacher explains the school’s actions,
followed by witnesses.

4. Questioning:

By Headteacher: Headteacher may ask questions of complainant and
witnesses after each speaks.

By Complainant: Complainant may ask questions of Headteacher and
witnesses after each speaks.

Panel’s Questions: Panel may ask questions at any time.

5. Summing Up:
Complainant’s Final Statement: Complainant sums up.
Headteacher’s Final Statement: Headteacher sums up.

6. Panel Deliberation: Both parties leave while the panel deliberates.

7. Outcome Notification: Chair informs both parties of the decision within a set time
scale.
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Appendix C - Contact details

School proprietor

U Name: Jawad Sheikh

U Address: Park Lodge School 26 Park Ave, Wolverhampton WV1 4AH
U Email: jawad@arcadiacare.co.uk

U Phone: 01902 283773

School proprietor representative (if proprietor unavailable)

U Name: Sharon Donaldson

U Address: Park Lodge School 26 Park Ave, Wolverhampton WV1 4AH
U Email: sharon@arcadiacare.co.uk

O Phone: 01902 283773

Business administrator

U Name: Rebekah Lessey

U Address: Park Lodge School 26 Park Ave, Wolverhampton WV1 4AH
U Email: rebekah @arcadiacare.co.uk

U Phone: 01902 283773

Headteacher

U Name: Christopher Johnson

U Address: Park Lodge School 26 Park Ave, Wolverhampton WV1 4AH
U Email: christopher@arcadiacare.co.uk

U Phone: 01902 283773

Ofsted (Office for Standards in Education, Children’s Services and Skills)
Website: www.ofsted.gov.uk

Phone: 0300 123 1231

Email: enquiries@ofsted.gov.uk

.
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Department for Education (DfE)

Website: www.gov.uk/complain-about-school

Phone: 0370 000 2288

Email: via the online complaint form at www.gov.uk/complain-about-school
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