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1. Purpose and relationship to the Behaviour Policy 

This policy governs internal suspension, temporary suspension, permanent exclusion (also described 
contractually as expulsion) and required withdrawal at St Dominic’s Grammar School. It must be applied 
together with the Behaviour, Discipline and Uniform Policy 2026–27, which sets the School’s expectations, 
decision framework, sanctions ladder, safeguarding safeguards and serious-misconduct indicators. 

The Behaviour Policy governs the underlying behaviour decision. This policy provides the additional procedure, 
education, welfare, communication and review safeguards required when a pupil is removed from ordinary 
lessons, required to remain away from School, or may lose their place. 

2. Scope 

This policy applies to every pupil from EYFS to Sixth Form. It covers conduct on School premises, School 
transport, visits, fixtures and activities, and off-site or online conduct where there is a sufficient and 
proportionate connection to safety, welfare, another person’s rights, the orderly operation of the School or the 
School community. A vague concern about reputation alone is not sufficient. 

It also applies to decisions arising from unsatisfactory progress, inability or unwillingness to benefit from the 
School, breakdown of the relationship with parents, non-payment or other contractual circumstances, subject 
to the parent contract and the distinct required-withdrawal process below. 

3. Legal and regulatory framework 

• Education (Independent School Standards) Regulations 2014, including paragraph 9 (behaviour policy and 
record of serious sanctions), paragraph 10 (anti-bullying), paragraph 11 (corporal punishment), 
safeguarding and Part 8 leadership and management. 

• The School’s parent contract, School Rules and common-law requirements of rational and fair decision-
making. 

• Equality Act 2010, including reasonable adjustments and protection from discrimination. 
• Children Act 1989 and 2004, Human Rights Act 1998 and the common-law duty of care. 
• Keeping Children Safe in Education 2026 (KCSIE 2026), Working Together to Safeguard Children and the 

current EYFS statutory framework. 
• SEND Code of Practice: 0 to 25 years and relevant education, health and care plan duties. 
• DfE Behaviour in Schools, Searching, Screening and Confiscation, Restrictive Interventions and related 

guidance. 
• DfE statutory suspension and permanent exclusion guidance for maintained schools, academies and 

PRUs, used as a source of good practice where appropriate but not as the legal procedure governing this 
independent school. 

• Current ISI inspection framework and evidence expectations. 

Independent-school status  St Dominic’s is an independent school. The statutory state-school exclusion 
timetable, local-authority notification system, governing-board reinstatement procedure and statutory 
independent review panel do not automatically apply. The School instead follows its contract and the fair, 
published review procedure in this policy. 

 

4. Core principles 

• No pupil is informally excluded or sent home to manage behaviour without a recorded decision, 
safeguarding arrangements and parent communication. 

• Permanent exclusion is a last resort for grave misconduct or persistent serious breaches where continued 
attendance cannot safely or reasonably be sustained. 

• Temporary suspension may be a sanction or a neutral protective measure pending investigation; the 
reason and status must be made explicit. 
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• Required withdrawal is distinct from disciplinary permanent exclusion and is not used to avoid a fair 
disciplinary investigation or review. 

• A disclosure, disability-related presentation, unmet need, protected characteristic or reasonable act of 
self-protection is not treated as misconduct without careful senior and DSL review. 

• The School uses a consistent decision framework rather than identical outcomes regardless of age, SEND, 
intent, impact, risk or context. 

• Every decision records allegation, evidence, finding, support, mitigation, sanction and reasons separately. 
• Education, safeguarding, wellbeing, reintegration or transition remain active responsibilities throughout. 

5. Definitions and decision authority 

Measure Meaning and authority 

Removal from class 
A serious, time-limited, supervised measure under the Behaviour Policy. Education 
continues. This is not suspension and must not become an unrecorded long-term 
arrangement. 

Internal 
suspension/exclusion 

The pupil remains on School premises in supervised alternative provision for a defined 
period. The Headmaster or delegated senior leader may authorise it. 

Temporary fixed term 
suspension/exclusion 

The pupil is required to remain away from School for a defined period, either as a 
disciplinary sanction or as a neutral measure pending investigation. Only the 
Headmaster, or the designated Acting Headmaster in his absence, may impose it. 

Permanent exclusion / 
expulsion 

The Headmaster terminates the pupil’s place for grave or persistent misconduct under 
the parent contract and this fair procedure. 

Required withdrawal 
Parents are required to remove the pupil because continued attendance is judged no 
longer viable or in the pupil’s or School community’s best interests, for a non-
disciplinary or mixed contractual reason. 

Review Panel An impartial panel convened for a Stage 3 review under this policy and the School’s 
Complaints Procedure; panel members must not have had prior material involvement. 

 
The Headmaster may delegate investigation and administration but not the final decision to permanently 
exclude or require withdrawal. If the Headmaster has a conflict or is materially involved as complainant, the 
Proprietor appoints a suitable alternative decision-maker. 

6. When serious measures may be considered 

The list below is illustrative, not automatic. Seriousness depends on facts, impact, risk, intent, individual 
circumstances, pattern, support and mitigation. 

• violence, credible threat, weapon possession or conduct creating serious danger; 
• bullying, discriminatory harassment, sexual violence or harassment, abuse, coercion or exploitation; 
• illegal drugs, serious alcohol-related conduct, theft or significant criminal behaviour; 
• sharing harmful sexual imagery, sextortion, doxxing, impersonation, serious online abuse or harmful 

deepfake content; 
• deliberate or reckless serious damage, arson or interference with safety systems; 
• serious examination malpractice or sustained dishonesty that materially damages trust; 
• persistent serious disruption, refusal or misconduct after appropriate support, warning and adjustment; 
• conduct beyond School with a clear, substantial connection to safety, welfare, rights or orderly School 

operation; or 
• a single exceptionally grave breach where continued attendance presents serious harm or an irreparable 

breakdown of trust. 
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7. Prevention, support and alternatives 

Before escalation, where safe and appropriate, the School considers whether teaching, restorative work, 
mentoring, a behaviour plan, SEND/medical assessment, counselling, reasonable adjustments, timetable or 
environmental change, internal suspension, temporary restriction, final warning or external support could 
address the concern. Earlier steps need not be exhausted where the incident is exceptionally serious or risk is 
immediate. 

For persistent concerns, the School will check whether support has been implemented and reviewed, whether 
an unmet need or safeguarding concern is present, and whether sanctions are having a disproportionate 
impact. Support is not a guarantee against serious sanction where conduct remains unsafe or gravely harmful. 

8. Safeguarding and KCSIE 2026 

• The DSL assesses whether the conduct indicates abuse, child-on-child harm, exploitation, criminality, 
self-harm, mental-health difficulty, unmet need or risk outside School. 

• The School protects and supports the harmed pupil, alleged perpetrator and other affected pupils; safety 
planning does not predetermine findings. 

• Police or children’s social care involvement does not automatically prevent School action, but enquiries 
are coordinated so that evidence and external investigations are not prejudiced. 

• A pupil’s safeguarding disclosure is not reframed as misconduct. Victims are not sanctioned for 
reasonable protective action without careful senior review. 

• Where the pupil has a social worker, is looked after or previously looked after, the DSL will involve the 
social worker, Virtual School Head or relevant professional where lawful and appropriate. 

• If a pupil will leave the School, safeguarding and child-protection information is transferred securely and 
promptly to the receiving setting; the DSL confirms receipt. 

9. SEND, disability, equality and medical considerations 

Before a major decision, the Headmaster must consider whether the behaviour arose from or was affected by 
disability, SEND, communication, mental health, trauma, medical need, religion or another protected 
circumstance; whether relevant plans and adjustments were implemented; and whether further reasonable 
adjustments or specialist advice are required. 

• Distinguish wilful misconduct from inability, overload, pain, communication difference or unmet need. 
• Consult the SENCo, DSL, parents, pupil and relevant professionals; consider an urgent review of any SEN 

Support Plan, EHC plan, healthcare plan or risk assessment. 
• Do not permanently exclude or require withdrawal merely because the School has failed to make 

reasonable adjustments or meet needs it has agreed to meet. 
• Balance the pupil’s needs with the safety, education and welfare of others; SEND does not remove others’ 

rights or automatically prevent proportionate sanction. 
• Record the equality analysis, adjustments to process and reasons for any departure from the normal 

response. 

10. EYFS 

For EYFS children, removal from ordinary provision is exceptional. Staff use developmentally appropriate co-
regulation, consistent boundaries, close parental partnership and early assessment. Any temporary 
suspension, proposed required withdrawal or permanent exclusion requires direct Headmaster and DSL 
oversight, a documented welfare and equality assessment, consideration of the EYFS statutory framework and 
prompt written communication. The child’s continuity of care, safeguarding information and transition support 
must be protected. 
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11. Immediate serious-incident response 

1. Make the situation safe; provide first aid and emergency response where necessary. 
2. Inform the Headmaster and DSL; preserve relevant physical, written, digital and CCTV evidence lawfully. 
3. Take only the minimum initial account needed to protect pupils and decide immediate arrangements. 

Avoid public, repeated or leading questioning. 
4. Inform parents promptly of the concern and immediate arrangements, subject to safeguarding or Police 

advice. 
5. Decide whether the pupil can remain safely in ordinary provision, requires supervised internal provision, or 

must be temporarily suspended. 
6. Record whether any temporary suspension is a disciplinary sanction or a neutral protective step pending 

investigation. 

12. Temporary fixed term suspension 

A temporary suspension must have a stated start, end or review point. It will not be open-ended. The written 
notice will normally include: 

• the decision, reason and whether findings have been made; 
• start and end dates/times, conditions and arrangements for collection or return; 
• the investigation or review steps still to occur; 
• education, pastoral contact, safeguarding and medical arrangements; 
• expectations about contact with pupils, School premises, trips, devices or online systems; 
• the named School contact and how parents may provide information; and 
• the reintegration meeting or next decision date. 

A pupil will not be sent home merely to “cool off” without this procedure. Parents may be asked to collect a 
pupil immediately where safety requires, but supervision and safeguarding remain the School’s responsibility 
until lawful handover. Temporary suspension is not automatically extended because an investigation is 
incomplete; any extension must be separately reasoned and notified. 

13. Education, attendance and welfare during suspension 

The School provides appropriate work from the first School day of a temporary suspension, proportionate 
access to teachers or online systems, feedback where practicable, and pastoral contact. Work must be 
accessible in light of SEND, disability and available technology. The pupil remains on the School roll unless and 
until their place lawfully ends. 

• Attendance and absence are coded and recorded accurately; a behavioural suspension is not disguised as 
authorised absence, remote learning or part-time attendance. 

• The DSL assesses risks at home, peer contact, exploitation, self-harm, online harm and any need for 
children’s social care or other agency involvement. 

• Medication, examination access, transport, safeguarding appointments and external professional contact 
are planned case by case. 

• The School provides a named contact for the pupil and parents and keeps a proportionate written record of 
welfare and education contact. 

14. Fair investigation 

7. Appoint an investigator who is sufficiently impartial and identify the allegation(s), relevant School rule or 
contractual concern, evidence and decision-maker. 

8. Tell the pupil and parents the substance of the concern in understandable terms and explain the 
procedure. 

9. Gather relevant accounts and evidence promptly; distinguish direct knowledge, hearsay, inference and 
undisputed facts. 



ST DOMINIC’S GRAMMAR SCHOOL  |  POLICY 

Suspension, Required Withdrawal and Permanent Exclusion Policy 2026–27  •  6 

10. Give the pupil a genuine, age- and need-appropriate opportunity to respond, with communication 
support and a trusted adult where appropriate. 

11. Allow parents a reasonable opportunity to provide written or oral information and identify relevant 
evidence. 

12. Consult the DSL, SENCo and external agencies as required; avoid prejudicing Police or social-care 
enquiries. 

13. Prepare a balanced record setting out evidence supporting and undermining the concern, disputed 
facts, mitigation and support history. 

The School does not apply criminal rules of evidence or require proof beyond reasonable doubt. Findings are 
made on the balance of probabilities using rational, reliable evidence. The more serious the allegation and 
consequence, the more careful the investigation and reasoning must be. 

15. Decision-making test 

Question Required consideration 

What is proved? Separate allegation from evidence and finding; identify the conduct established on 
the balance of probabilities. 

How serious is it? Actual and potential harm, risk, intent, recklessness, repetition, coercion, context 
and effect on others. 

What individual factors 
matter? 

Age, maturity, SEND, disability, health, trauma, communication, religion, 
safeguarding and home circumstances. 

Was support adequate? Previous action, agreed adjustments, plan implementation, professional advice and 
whether recurrence signals unmet need. 

What protects others? Immediate and longer-term safety, education, welfare, confidence and the 
practicability of risk controls. 

Are alternatives viable? Final warning, plan, internal suspension, temporary restriction, managed support or 
another proportionate response. 

Is the outcome proportionate? Why the selected response is appropriate, why a lesser measure is insufficient, and 
how equality duties were met. 

 

16. Decision and written notification 

The Headmaster will make a reasoned decision after considering the investigation record and relevant advice. 
Parents will be notified promptly in writing. For permanent exclusion or required withdrawal, the letter will 
include: 

• the findings or contractual basis and the principal evidence relied upon; 
• the outcome, effective date and concise reasons, including proportionality and alternatives considered; 
• any distinction between disciplinary findings and separate contractual concerns; 
• financial and notice consequences by reference to the parent contract, without purporting to vary it; 
• education, welfare, safeguarding, examination, belongings and records-transfer arrangements; 
• what the School may say to pupils, staff or third parties, respecting confidentiality; and 
• the right and deadline to request an independent Stage 3 Review Panel, how to apply and where the 

procedure can be obtained. 

No public announcement of culpability  The School may give proportionate reassurance that action has 
been taken, but will not publicly identify the pupil, disclose confidential disciplinary information or make 
statements that prejudge a pending review. References and statutory disclosures will be accurate, fair and 
lawful. 
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17. Permanent exclusion / expulsion 

Permanent exclusion may be imposed for a single grave breach or persistent serious breaches where the 
Headmaster reasonably concludes that continued attendance would seriously prejudice safety, welfare, 
education, discipline or the viability of the relationship of trust, and that a lesser response is insufficient. It is a 
disciplinary decision under the parent contract and must follow the fair investigation and review procedure in 
this policy. 

Permanent exclusion is not automatic for any listed behaviour. The Headmaster will expressly consider 
safeguarding, SEND/equality, the pupil’s account, mitigation, previous support, the impact on harmed pupils 
and the feasibility of safe continuation. 

18. Required withdrawal 

Required withdrawal may be considered where continued attendance is no longer viable for a reason that is not 
properly characterised solely as pupil misconduct. Examples may include an irretrievable breakdown in the 
working relationship with parents, persistent serious non-cooperation with reasonable School requirements, 
inability or unwillingness to benefit from the education offered, or another contractual ground stated in the 
parent contract. 

• The concern, contractual basis and steps expected to restore the relationship will normally be explained 
before withdrawal is required, unless urgency or seriousness makes that impracticable. 

• The pupil must not be blamed for a parent’s conduct. The impact on the pupil, safeguarding, SEND, 
examinations and reasonable alternatives must be considered. 

• Required withdrawal is not used as an informal or negotiated label to conceal a disciplinary permanent 
exclusion or deny review rights. 

• If pupil misconduct and parental conduct are both relied upon, the letter and record will distinguish the 
findings and reasons. 

• Financial consequences are determined by the parent contract and may require specific advice; this policy 
does not create an automatic entitlement to retain or refund all fees. 

19. Withdrawal by agreement 

Parents and the School may agree that a pupil will leave without a final disciplinary determination. Any 
agreement must be genuinely voluntary, recorded in writing, and clear about the leaving date, fees, references, 
records, examinations, safeguarding transfer and what is communicated. Parents will not be pressured to 
withdraw a pupil, elect home education or accept a managed outcome to avoid a fair decision or published 
review route. 

20. Reintegration after temporary suspension 

A reintegration meeting will normally take place before or promptly on return. Its purpose is to restore 
successful attendance, not re-try the incident. The plan will address: 

• the pupil’s voice, wellbeing and understanding of expectations; 
• support for any harmed pupil and safe contact or separation; 
• work completed and curriculum catch-up; 
• SEND, medical, pastoral and reasonable adjustments; 
• a proportionate behaviour or safety plan, targets, named adults and review date; 
• restorative work only where voluntary, safe and meaningful; and 
• how progress will be recognised and how recurrence will be addressed. 

A pupil will not be prevented from returning merely because a parent cannot attend the meeting. Alternative 
communication will be arranged. 
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21. Transition when a pupil leaves 

• The DSL transfers safeguarding and child-protection information separately, securely and promptly and 
obtains confirmation of receipt. 

• The School supports an orderly handover of academic, SEND, medical and examination information where 
lawful and necessary. 

• For a pupil of compulsory school age, the School follows applicable pupil-registration, children-missing-
education and local-authority notification duties. 

• The School considers references, public statements and information sharing carefully, ensuring accuracy, 
confidentiality and data-protection compliance. 

• Property, accounts, devices, work and examination entries are resolved under the contract and relevant 
policies without obstructing safeguarding transfer. 

22. Independent review procedure 

Parents may request a Stage 3 independent panel review of a permanent exclusion or required withdrawal. A 
review is not ordinarily available for a completed short suspension, but a complaint about procedure, 
safeguarding, discrimination or the recorded finding may be made under the Complaints Procedure. Where a 
temporary suspension continues pending a final decision, representations may be made to the Headmaster at 
any time. 

22.1 Request and papers 

• The request should be made in writing within 10 working days of the decision letter, stating the grounds and 
any reasonable adjustments required. 

• The Clerk acknowledges the request, identifies the panel and provides reasonable notice of the hearing. 
• The School supplies the decision letter, relevant policy/contract extracts and material evidence, subject to 

lawful redaction and third-party confidentiality. 
• Parents may provide written evidence and be accompanied by one person for support; legal representation 

requires the Chair’s prior agreement and is not normally necessary. 
• The pupil’s views will be obtained directly or in another suitable form, considering age, understanding, 

welfare and wishes. 

22.2 Panel composition and hearing 

The panel will normally comprise at least three people with no prior material involvement; at least one will be 
independent of the management and running of the School. The panel may regulate its procedure fairly, meet 
in person or remotely, ask questions, take advice and exclude a person only where necessary for welfare, 
confidentiality or orderly conduct while preserving a fair opportunity to respond. 

22.3 Review test and powers 

The panel reviews whether the decision was reached fairly, was supported by the evidence, complied with the 
contract and policies, properly considered safeguarding, SEND/equality and relevant mitigation, and was 
reasonable and proportionate. It is a review, not normally a complete rehearing, but the panel may consider 
new evidence where fairness requires. 

• For permanent exclusion, the panel may uphold the decision or recommend that the Headmaster 
reconsider it. 

• For required withdrawal, the panel may uphold the decision or recommend reconsideration by the 
Proprietor/Headmaster as appropriate to the contractual ground. 

• The panel may make recommendations about process, support, records, communication or policy even 
where it upholds the outcome. 

• The decision and reasons are issued in writing as soon as reasonably practicable and normally within 10 
working days of the hearing. The panel outcome concludes the School’s internal process.  
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23. Records, confidentiality and data protection 

The School keeps a record of serious sanctions as required by the Independent School Standards. The major-
sanction file will contain the allegation, evidence, pupil and parent response, safeguarding and equality 
considerations, finding, reasons, decision, communication, education and welfare arrangements, review 
papers and follow-up. Records are factual, secure, access-controlled and retained under the School’s 
retention schedule and safeguarding obligations. 

Information is shared on a need-to-know basis. The identities and personal information of other pupils are 
protected; fair disclosure may use summaries or redaction. Data protection does not prevent safeguarding 
sharing or a fair process. 

24. Complaints and allegations about staff 

A disciplinary decision does not prevent a pupil or parent from making a safeguarding report or complaint. 
Concerns that a member of staff harmed a child or may pose a risk follow KCSIE 2026 allegations procedures 
and LADO consultation where required. Low-level concerns follow the School’s Low-Level Concerns 
procedure. The Complaints Procedure remains available for matters not determined by the review panel. 

25. Monitoring and governance assurance 

The Headmaster reports anonymised termly and annual information to the Governing Body and Proprietor. 
Immediate serious concerns are escalated without waiting for the reporting cycle. Oversight includes: 

• number, type, duration and reasons for removals, internal suspensions, temporary suspensions, 
permanent exclusions and required withdrawals; 

• repeat patterns, reintegration outcomes, education during suspension and pupils leaving without a final 
decision; 

• safeguarding referrals, complaints, reviews, Police/social-care involvement and serious injuries; 
• SEND, disability and protected-characteristic disproportionality, interpreted carefully for small groups; 
• quality and timeliness of records, parental letters, equality analysis and review papers; and 
• actions on support, training, curriculum, policy, staffing or culture and evidence that they were completed. 

26. Review of this policy 

The Headmaster reviews implementation at least annually and after any permanent exclusion, required 
withdrawal, upheld complaint, significant safeguarding learning or material legal change. The Governing Body 
scrutinises effectiveness and recommends approval; the Proprietor retains legal accountability and approves 
the policy. 
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Appendix 1 – Major-decision checklist 

Stage Required evidence / completion 

Immediate safety First aid, safeguarding, risk controls, supervision, collection and evidence 
preservation recorded. 

Status of measure Internal suspension / disciplinary temporary suspension / neutral suspension pending 
investigation clearly identified. 

Fair notice Concern, possible outcome, procedure and sufficient information given to pupil and 
parents. 

Investigation Accounts, documentary/digital evidence, disputed facts and evidence for/against 
concern recorded. 

Pupil voice Age- and need-appropriate opportunity to respond; trusted adult/communication 
support recorded. 

Safeguarding DSL assessment; Police/social care/LADO coordination; support for harmed and 
affected pupils. 

SEND/equality Plans, adjustments, disability-related behaviour, medical/religious factors and 
specialist advice considered. 

Support and alternatives Previous support evaluated; viable lesser measures identified and assessed. 

Decision Finding, standard of proof, reasons, proportionality and decision-maker recorded. 

Written notice Outcome, dates, work/welfare, contract, confidentiality and review route included. 

Aftercare Reintegration or transition, records transfer, CME/registration, exams and property 
addressed. 

Governance Serious-sanction register updated and case included in anonymised assurance. 
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Appendix 2 – Temporary suspension plan 

Field Record 

Pupil / year group / date of decision  

Decision-maker and reason  

Status: sanction or neutral pending 
investigation  

Start / end / review date and time  

Safe handover and transport 
arrangements  

Education: work, access, feedback 
and named contact  

Pastoral / safeguarding / medical 
contact plan  

SEND, disability and technology 
adjustments  

Restrictions on premises, pupils, 
activities or systems  

Investigation steps and response 
deadline  

Written parent notice sent: 
date/time/method  

Reintegration meeting and 
participants  

Return plan, support, targets and 
review date  

Senior approval and closure  
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Appendix 3 – Permanent exclusion / required withdrawal review 

request 

To be returned to the Clerk to the Governing Body within 10 working days of the decision letter. 

Field Details 

Pupil / year group  

Parent(s) requesting review  

Decision and date  

Grounds: procedure / evidence / 
contract / safeguarding / SEND-
equality / proportionality / other 

 

Outcome requested  

Documents or new evidence enclosed  

Pupil’s preferred way to give views  

Reasonable adjustments / accessibility 
needs  

Person accompanying parent (if any)  

Availability / dates to avoid  

Parent signature and date  

 
The Clerk will acknowledge the request, confirm the independent panel arrangements and explain the 
timetable, papers and hearing procedure. 

Appendix 4 – Governance assurance checklist 

Assurance question Evidence / finding Action / owner / date 

Are measures classified and recorded 
consistently with the Behaviour 
Policy? 

  

Are safeguarding and pupil-welfare 
actions timely and complete?   

Is work and pastoral contact provided 
during temporary suspension?   

Are investigations fair and decisions 
sufficiently reasoned?   

Are SEND, disability, equality and 
reasonable adjustments evidenced?   

Are reintegration and transition 
arrangements effective?   

Are withdrawals by agreement 
genuinely voluntary and visible in 
data? 
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Assurance question Evidence / finding Action / owner / date 

Are review outcomes, complaints and 
learning acted upon?   

Is there disproportionate impact or a 
repeat pattern?   

Are previous governance actions 
complete?   

 

Appendix 5 – Key references 

• Education (Independent School Standards) Regulations 2014. 
• Keeping Children Safe in Education 2026. 
• DfE, Behaviour in Schools. 
• DfE, Suspension and Permanent Exclusion from maintained schools, academies and pupil referral units in 

England (good-practice reference; not the School’s governing legal procedure). 
• Equality Act 2010 and SEND Code of Practice: 0 to 25 years. 
• Current EYFS statutory framework. 
• ISI inspection framework and handbook. 
• St Dominic’s Behaviour, Discipline and Uniform Policy, Safeguarding and Child Protection Policy, SEND 

Policy, Complaints Procedure and parent contract. 


