COMPLAINTS POLICY AND PROCEDURE 
Definition of a complaint

A complaint is: “An expression of dissatisfaction, however made, about the standard of service we provide, or any actions or lack of action by us.”
1. Introduction

1.1. We believe that our school provides a good education for all our students and that the headteacher and other staff work very hard to build positive relationships with all parents and members of the community. The following policy sets out the procedure that the school follows in the event of a complaint being made.
1.2. Aims and objectives
Our school aims to be fair, open and honest when dealing with any complaint. We give careful consideration to all complaints and deal with them as swiftly as possible.  We aim to resolve any complaint through dialogue and mutual understanding and, in all cases, we put the interests of the child above all other issues.  We provide sufficient opportunity for any complaint to be full discussed, and then resolved.

Procedure
2. How to make a complaint 
The first stage will be informal either written or verbal
2.1 Students

Students’ concerns will be handled by all staff, but issues of a personal nature should be referred to the form Tutor and/or the Year Learning Co-ordinator or Head of Key Stage.  Suitable entry should be made in the students’ file though full details are not required.  All disclosures of abuse should be referred to the named Child Protection Officer, currently Mrs C Brennan.

      2.2 Parents

Step 1 Informal

If you have a concern about anything we do, or if you wish to make a complaint, you can do this by telephone, in person or in writing.  We hope that most complaints can be settled quickly and informally, either by putting matters right or by giving you an explanation.  If there is something you are not happy about, or you don’t understand why we are doing something in a particular way, please come in and discuss it with the teacher, form tutor or other appropriate member of staff, such as the Special Needs co-ordinator (SENCo) if it is about special needs.
Step 2 Informal
We know that it can feel uncomfortable to question or challenge, but if you don’t tell us what is worrying you we cannot explain what we are doing or try to put it right.

If the first person you talk to cannot help you then speak to the head of Department or Key Stage.  If the matter is still unresolved speak to an Assistant or Deputy headteacher.  Make an appointment with the school administrative staff to make sure the person you want to see is available.

You should be able to sort out your worries but sometimes this is not possible.  In this case there is a next step
Step 3 Informal

If the complaint has not been resolved then the concern should be put in writing to the Headteacher.

Step 4 Informal
Should a parent have a complaint about the headteacher, s/he should first make an informal approach to the Chair of Governors, who is obliged to investigate.  The chair of Governors will do all s/he can to resolve the issue through a dialogue with the school, but if a parent is unhappy with the outcome; s/he can make a formal complaint.
  2.3 Community
Issues and concerns raised from the local community should be referred to a member of the Senior Management Team, unless an individual student is named, when it should be referred to the relevant Head of Key Stage or Year Learning Co-ordinator.
3. How to make a complaint – Formal

If your concern has not been resolved you may wish to move to the second stage which is a formal complaint.  This should be in writing either a letter or by using our complaint form.
Step 1 - Formal

Following a written concern or by submitting a complaints form, the headteacher will investigate your complaint.  The headteacher will keep you informed about the progress of the investigation and will let you know about the outcome, in writing as soon as possible.
 Step 2 - Formal
Only if an informal complaint fails to resolve the matter should a formal complaint be made to the governing body.  This complaint must be made in writing, stating the nature of the complaint and how the school has handled it so far.  The parent should send this written complaint to the Chair of Governors. 

The administrative staff will tell you who this is.
The Chair will then arrange for your complaint to be investigated and considered and will reply within 15 working days to give you a progress report and tell you what will happen next.  When your complaint has been fully investigated you will be told of the outcome in writing.

  Step 3 Formal

If the concern has not been addressed at Stage 6 then it should be put in writing to the LEA who will investigate following their own procedures, you should write to Director of Education, Gateshead Council, Civic Centre, Regent Street, Gateshead, NE8 1HH
        Step 4 Formal
If any parent is still not content that the complaint has been dealt with properly, then s/he is entitled to appeal to the Secretary of State for Education.
FORMAL COMPLAINT FORM

	Name:
	

	Address:
	

	Postcode:
	

	Students Name and Year Group:
	

	Telephone Number – Daytime:
	

	Telephone Number – Evening:
	

	

	What is your complaint?

	


	Have you made a complaint to a member of staff?
	Yes
	No

	If yes who was this?
	

	When did you do this?
	Date:

	

	What happened when you complained?

	


	What are your current concerns?

	

	
	

	Name: (please print)
	

	Signed:
	

	Date:
	


Please return this form to the headteacher
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