Complaints policy and procedure

The school seeks to be a “listening school” and will do its best to enable parents to feel confident to raise issues and concerns with appropriate staff.  We will try to resolve parents’ concerns as informally and as quickly as possible and always make clear what action, if any, is being taken.

To ensure that complaints are handled in a professional, but sensitive manner we have adopted the following procedures:

1.
The school aims to work closely with parents.  Parents who have any concerns or anxieties should in the first instance raise these with the class teacher.  Kindly arrange for an appointment as soon as possible.  If you are not sure who to approach, please ask the school office who will be able to help you.  At this stage parents will have the opportunity to discuss and resolve the complaint on an informal basis.  We find that nearly all concerns can be dealt with through discussion with the relevant staff.

2.
Where the parents are not satisfied with the response to the complaint made in 1 above, then they should make an appointment to see the Head Teacher.  The Head Teacher will make arrangements where the parents can discuss their concerns in confidence within 5 working days (in most cases, parents will be seen straight away).

3.
If the concern is still unresolved then parents can either write to the Headteacher or Chair of Governors, giving details of their concerns or complaints.

4.
The Governors will make provision for a hearing within 15 days of receiving such letter of complaint, before a panel appointed by the Governors consisting of at least three people who were not directly involved in the matters detailed in the complaint. The complainant will be given 7 working days notice of the date of the panel hearing.

5.
The Governors will also ensure that, where there is a panel hearing of a complaint, one person will be independent of the management and running of the school; Parents will be allowed to attend and be accompanied at a panel hearing if they wish.

6.
The Governors will provide for the panel to make findings and recommendations and stipulates that the complainant, Governors and Head Teacher, and where relevant, the person complained about, are given a copy of any findings and recommendations.

7.
A written record to be kept of all complaints, and of whether they are resolved at the preliminary stage or proceed to a panel hearing;

8.      The Governors will provide that correspondence, statements and records  
relating to individual complaints are kept confidential. 

9.
The decision of the panel will be final.

