Compliments, Comments, Concerns and Complaints Policy

If you have a compliment, comment, concern or complaint.....

.....wewouldlikeyoutoletusknow. Youarerequestedtoraisedirectlywiththeschool anyissues
regardingthe school orits staff before postingany comments or pictures/videos on social mediathat
have implications for the school or its staff. Al members of staff are familiar with the procedure and
are able to assist you.

Compliment—Welike tohearwhenwe have done agood job sothatwe can share what we do
well with the staff and children to ensure we continually improve.

Comment — We welcome suggestions for improving our work.

Concern—Aconcernis an expression of worry or doubt over anissue considered to be
importantfor whichreassurances are sought. Please tell us of any concern you have as soon as
possible sothatwe cantrytoresolveit. Ifyouareaparent/carerbeassuredthatno matterwhatyou
wanttotalktousabout, our supportforyouandyourchild willnotbe affected in any way.

Complaint—Acomplaintisaconcernwhich hasnotbeen satisfactorilyresolved. Ifyou feelwe
have notdealtsatisfactorily with yourconcern, pleasetellus as soonas possible that youwishtomake
aformalcomplaint, asitis difficultforustoinvestigate properlyan incidentor problemthathappened
sometime ago. Ifatany formal stage ofthe complaintit is determined that staff disciplinary or
capability proceedings are necessary in order to resolvetheissue, thedetailsofthisactionwill
remainconfidentialtotheheadteacher and/or the individual’s line manager. As the complainant you
are entitled to be informed that actionis being taken, butyou are not entitled to participate inthe
proceedings orreceive any detail. We will not usually investigate complaints about issues
and incidents that are more than three months old. We aimto keep to the timeframes
outlined for stages 2and 3intheattachedflowchart,butsometimes more complexcomplaints
take longertoinvestigate. Ifthis is the case we will keep you informed of progress. Ifyou seek to
remainanonymousitmay notbe possible totake action. However,ifananonymous complaintis
received which may need to be treated as a child protection matter, itwill be dealt with under the
appropriate statutory procedure.
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This policy does not cover the following types of complaints for which there are statutory or

formalised procedures inplace:

Procedure dealing with:

Further information available from:

Appeals with respect to admissions

Seeschool’s Admissions policy or contact
thelocalauthority’s School Admissions
Team Telephone: 01752 398164

Appealswithrespecttoexclusionof pupils

See school’s Behaviour/Exclusions policy or
contact the local authority’s Inclusion and
Attendance Manager Telephone: 01752 -
307405

Special Educational Needs
Statements/Education Health and Care Plans

Local authority’s 0-25 SEND Statutory
Assessment Team Telephone: 01752
307409

National Curriculum and Religious
Education

Localauthority’s EducationandLearning
team Telephone: 01752307485

Child Protection Issues

Local authority’s Advice and Assessment

team, Children’s Social Care Telephone:
01752 668000

Local Authority Designated Officer
Telephone: 01752 306340

Child Protection Investigations against staff

What to do first if you have any concerns

Mostconcernscanbesorted outquickly by speakingwithyourchild’sclassteacher, or another
memberofstaff.Ifyouhaveaconcernthatyoufeel shouldbelookedatbythe head of school or
headteacheryoucancontactherfirst.ltisusuallybesttodiscuss yourconcernsfaceto face.You
mayneedtomakeanappointmenttodothis,andcanmakeonebyphoningor goingtothe
reception. You can take afriend orrelation to the appointment with you if you wantto. All staff will
make every efforttorespondto your concerns informally. They will make sure thatthey understand
whatyoufeelwentwrong, and they will explain their own actionstoyou. Theywillaskwhatyou
wouldlike the schooltodoto putthingsright. Of course, thisdoesnotmeanthatineverycasethey
willcomeroundtoyourpointofview butitwillhelpbothyouandtheschooltounderstandbothsides
oftheissue.ltmayalso help to prevent a similar problem arising again.

What to do next

If you are dissatisfied with the response to your concern you can make a formal complaint tothe
Chair of Governors. This can be done verbally or by completing the attached complaintform.
Please contactthe school office if you need assistance with this. The Chair of Governorsorthehead
teacherwillinvestigatethecomplaintandmayinterviewany members of staff or pupilsinvolved.
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The complaints co- ordinator will ask to meet you for a discussion of your complaint and the outcome
ofthe investigation. Again you may take a friend or relation with you if you wish. You will
receive a written response to your complaint. Ifyourcomplaintisaboutanaction ofthe head
teacheroramemberofthe Board of Governors, then you should refer it to the clerk of the
Board of Governors instead of the complaints co-ordinator. The head teacher orthe chair of
governorswillthen investigate the complaint following the above procedure.

If you are still unhappy

The complaintwillnormally be resolved by this stage. However, ifyou are dissatisfied with the
responseyoumaywishtocontactthe clerktothe Board of Governorstoaskforyour complaintto
bereferredtothe Board of Governors’ Complaints Appeal Panel. Youcan contacttheclerkatthe
schooladdress. Theclerk willarrange a panel meetingatamutually convenienttime. Your complaint
willthen be heard by a panel ofthree governors who have nopreviousknowledge oftheissueandso
willbeabletogiveitafreshassessment.You, andthe headteacher, willbe invited to attend and
speaktothe panel atameeting. Again you may take afriend or relation with you if you wish. Please
remember thata complaints appeal panel meetingis designedtofind aformalresolutionanditis
therefore not appropriatetobringlegalrepresentationwithyou. The panelwillbe asinformal as
possible andatthe startofthe meetingthe governorchairingthe panelwill explainwhatwillhappen
during the meeting. Both you and the school will be given an opportunity to put your case to the
panel members. Notes will be taken of the meeting.

The panel can make the following decisions:

+ Dismiss the complaintin whole orin part

+ Uphold the complaintinwhole orin part

+ Decide on the appropriate action to be taken to resolve the complaint

+ Recommend changes to the school’s systems or procedures to ensure that problems of a similar
nature do notrecur.

Following the meeting the clerk will issue a letter confirming the panel’s decision.
Further action

Complaints about school problems are almost always settled within schools but, if you are

dissatisfied with the school’s internal procedure you can refer your complaint to the Secretary of
State. The School Complaints Unit of the Department for Education considers

complaints on behalf ofthe Secretary of State by looking atwhetherthe school has followed its own
procedures butwillnot normally reinvestigate the substance ofthe complaint. The SchoolComplaints
Unitwillnotoverturnaschool’sdecisionaboutacomplaintexceptin exceptional circumstances
where it is clear that the school has acted unlawfully or unreasonably, and they may ask the
school to reconsider the complaint.

Furtherinformation canbe obtained fromthe School Complaints Unitby callingthe National
Helpline on 0370 000 2288 or going online at
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www.education.gov.uk/help/contactus or by writing to the Department for Education, School
Complaints Unit, 2nd Floor, Piccadilly Gate, Store Street, Manchester M1 2WD.

Unacceptable behaviour

Asaschoolwe arecommittedtodealingwithallcomplaintsfairlyandimpartially, providing ahigh
quality servicetothose who make them. Wewillnotnormally limitthe contact complainantshave
withtheschool. However, there areasmallnumberofpeoplewho hinderourworkwith serial or
persistentcomplaints, forexample wherethe schoolis contactedrepeatedly by anindividual
making the same points, orwho asks ustoreconsider ourposition. We considerthis unacceptable
behaviourandwillinformtheindividualand ask themto changeit. Ifthe unacceptable behaviour
continues, we willtake actiontorestrict theircontactwithourschoolstaff.Inallcaseswherewe
decidesomeone’sbehaviouris unacceptable, we will write to tellthemwhy, whataction we are taking
and howlongitwill last. We willalso tellthem how they can challenge the decision ifthey disagree with
it. New complaints from people whose behaviour has been unacceptable inthe past willbe looked at
withoutbias. We also do not expect our staffto tolerate behaviour thatis unacceptable, forexample,
abusive, offensive orthreatening and we will take action to protect our staff from such behaviour,
including reportingthe mattertothe police ortakinglegal action. In such cases, we may notgive prior
warning ofthataction. Alternatively we may temporarily barsuchanindividualfromtheschool
premises. Wewillwritetotellthemwhytheyare being barred from the school site, how they can
maintain contact with the school, and how long it will last. Anyone wishing to complain about being
barred can do so by letter or email to the headteacher/head of school or Chair of Governors.
However, complaints about barring cannot be escalated to the Secretary of State or the Education
Funding Agency
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Complaint Form

This form s designed to help youask the complaints co-ordinator to investigate your formal
complaint or where your complaint is related to the head teacher this form will be passed to the
Clerk to Governors. Please complete thisformand returnittoa Head of School (complaints co-
ordinator) or the Clerk to Governors (if your complaint is concerning the Head of
School/Headteacher) who willacknowledge receiptand explain whataction will be taken. Ifyou need
assistance with completing this form please contact the schooladministrator or parent support
adviser.

Name

Pupil’s Name

Relationship to the
Pupil

Address

Postcode

Telephone Number

Email address

Details of your
complaint including
dates, names of
staff and what
happened.

What have you
already done to try
and sort out your
complaint,
including who have
you spoken to at
school/academy
and what did they
say?

What do you feel
would be a
satisfactory and
reasonable
outcome to this
complaint?

If you have
attached any
relevant
documents to this
form please list
them below:
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V02/

CONCERNS AND COMPLAINTSFLOWCHART

Stage |

Informal discussion of concerns with the appropriate
member of staff and/or head teacher/head of school.

Issue resolved Stage 2

No further action required. Issue not resolved: Consider

submitting formal complaint to
complaints co-ordinator (if
complaint about head teacher
submit to Clerk to Governors for
informal stage)

Issue not resolved

Consider submitting formal
complaint to Clerk to the Board of

No further action required. Governors

Issue resolved

Stage 3

Formal complaint to Clerk to the Board of Governors
+ Clerk will acknowledge receipt of complaint within two school days.
+ Clerk will check if complaint referred within three months of incident.

¢+ Clerk will arrange complaints appeal panel meeting at a mutually convenient time
within 15 school days (not including holidays) of receipt of complaint, and deal with
paperwork.

¢+ The panel will hear evidence from both the complainant and school and make a
decision on the complaint.

¢+ The clerk will issue a letter confirming the panel decision within five school days of
appeal panel meeting.

Issue resolved Issue not resolved Consider submitting
No further action formal complaint to Secretary of
required State, Department for Education

Stage 4

Issue not resolved Consider submitting formal complaint to Secretary of
State, Department for Education Formal complaint to Secretary of State, DfE

+ The School Complaints Unit will consider complaint on behalf of the Secretary of




