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Introduction
This policy has been developed by parents, school staff and governors and has been ratified by the school governing body. The policy is intended as a means of making the process of making a compliment, concern or complaint easier for parents by clarifying the process and encouraging parents to speak up. 

As a parent, your opinion and satisfaction with the school is very important to us. If you have any queries about the policy please contact a member of staff, the Head Teacher or any one of the governors.

POLICY GUIDELINES

1. Why do we need a compliments, concerns and complaints procedure?

We need a procedure that enables parents and carers to raise issues in an appropriate and constructive way, and for the school to deal thoroughly with any issues so raised. It is important that parents can express views about situations even if they are not formal concerns or complaints. The policy is designed to encourage two-way communication between the school and the parents or carers about issues that please or concern them. 

Sharing good news as well as concerns helps build a positive, productive relationship between parents and teachers.  Having good relations backed by a clear procedure to deal with issues is reassuring to parents. 

Knowing that children and parents alike are happy is a powerful motivator and source of job satisfaction. Similarly if staff and governors are kept unaware of unspoken, underlying, unresolved issues they cannot deal with these effectively. 

Having a procedure provides:

· a more effective way of dealing with issues
· saves time and ensures fairness in dealing with concerns and complaints
· encourages parents to make compliments, concerns and complaints known to school staff
· can identify issues that can help the school to improve systems and practices
2. Important factors in making the policy work well

It is important that this policy is easily accessible and well publicised. A copy of it will be given to all new parents and extra copies of the policy are available from the school office.

It is important that time-scales are met and that any commitments made are kept by all those involved. At all times we aim to be consistent in our approach to handling all concerns and complaints.

Discretion is essential. Conversations and correspondence need to be dealt with tactfully and confidentially. It can be difficult to find private areas within the school to discuss issues so foresight and co-operation in finding such places will be necessary. 

We actively discourage the raising of anonymous concerns and complaints because it prevents effective communication to resolve the issue. 

Advice and Support. Respectful treatment of all parties involved is essential. Those making complaints may be accompanied by a supporter or advocate at any stage of the procedure. Support can come from friends, associates, individual LA officers or governors who will remain detached from the formal management of the issue.

Those complained against must feel they are being treated fairly. They will be given the opportunity to put their own case and will be kept informed about the progression and outcome of the case. The balance between supporting the person so his or her rights and reputation are protected and investigating a complaint thoroughly and impartially will be carefully maintained.

In extreme cases the concerns/complaints procedure may be put “on hold” if an issue needs to be dealt with as a disciplinary matter. The person complained about may wish to make a complaint too, for example, if he or she feels badly treated by the person complaining or by those investigating a complaint. Internal staff procedures will be used for this purpose.

Every member of staff, all parents and carers and governors should be fully aware of the procedures set out in the policy. 

Record keeping and monitoring is necessary if the school and parents are to benefit from the policy. The school will update central records at the end of each term and compile a report on these for presentation to the next governors meeting. Governors will be responsible for auditing records and following up associated action plans. Confidential records of complaints will be kept separately and not on any pupil’s file.

POLICY STATEMENT AND SCOPE

Our primary objective at Cotton End Forest School is to provide quality education and to maximise development opportunities for all our children in a caring, creative and safe environment.

This policy helps us achieve this objective.

We appreciate enormously any compliments we receive from parents and other parties. Any time taken to express positive thoughts, either verbally, by letter or by telephone is greatly valued. It cheers and encourages us all. If we know something we are doing is particularly important or valuable to parents, we can make sure this continues. We can build on our successes further to the benefit of the children.

Concerns and complaints are equally valued. We are keen to know if you are concerned or unhappy about anything. Once we know about a situation we can do our best to put things right. We can learn from these situations and find ways to improve what we do for your children and you, their parents and carers.

Your comments help us to understand what you would like and enable us to find ways of meeting your needs.

There are several specific areas for complaint, which are outside this, our general policy. We have statutory duties to deal with these specific areas using separate, established procedures. These areas include:

· Delivery of the National Curriculum
· Provision of Collective Worship and Religious Education
· Special Educational Needs
· Extremely serious complaints concerning malpractice which need to be brought to the attention of the Local Authority
All other areas are covered by this policy.

The Home/School Partnership

We are committed to ensuring that all individuals are treated fairly and equally, and that they are valued. This applies to our pupils, you as their parents and carers, all our staff and our governors.

Sometimes, in dealing with issues close to our hearts, such as the welfare of our children (yours as parents, ours as their teachers) things naturally can become very emotional. In circumstances where this happens it is very important for all parties involved to treat each other with courtesy and respect.

Each of us has a personal responsibility to ensure we treat each other respectfully. We feel that treating each other respectfully is fundamental to all our work and that it is important for children to see their parents, teachers and governors modelling this behaviour for them. 

It is particularly important, therefore, that we support each other and work together in the resolution of complaints and concerns.

COMPLIMENTS, CONCERNS AND COMPLAINTS PROCEDURE

Paying Compliments

Everyone likes to know when something has gone really well or is appreciated. If you have something positive to say about a member of staff, a governor or the school please tell us! Tell the person concerned. Tell others too. You may want to put a message in the reading record about this or even write a special letter of thanks or use the compliments form available from the School Office. Telling us about good things enables us to build on our successes.

When does a concern become a complaint? What is the difference?

A complaint is a formally expressed grievance about an issue. 

A concern is an informal expression of an issue that causes the person raising it some anxiety. 

The following procedure applies equally to both types of case.

What do I do if I have a concern or a complaint?

In the first instance, any issue should be raised with your child’s class teacher. This is the best person to approach because the class teacher is interested in, and should hear of, any concerns you have about your child. 

Your child’s class teacher can be approached personally at the end of the school day, or in writing using the reading record. A message can also be left with the school office if preferred, or you can email the Head Teacher. We will ensure that your message is acknowledged by the end of the next working day.
If you wish to put your concern or complaint in writing, please use the form available from the School Office. When raising your concern it is important to make clear the outcome you desire, your preferred method of response and the degree of urgency. This will help us to deal with your concern appropriately and will give us a better idea of your expectations.

In the event of a concern or complaint being about the class teacher or another member of staff, you may prefer to liaise directly with the Head Teacher. If your concern or complaint is about the Head Teacher you may prefer to contact the Chair of the School Governors. 

What happens next?

The person dealing with your concern or complaint will make contact with you either by phone, note, letter or email by the end of the next school day. We would aim, in normal circumstances, to have dealt with your initial concern or complaint within a week.

We will investigate any concern or complaint as thoroughly as we can. If it is not possible to remedy the matter immediately we will suggest and agree a time scale for our response with you.

What if I’m still not happy?

If you are not happy with the response you receive please let us know. You may, if you wish, raise the issue with the person at the next level of our procedure.

These are the levels in our procedure:

Stage 1 Class Teacher-within 5 working days
Stage 2 Head Teacher-within 5 working days
Stage 3 Chair of the Governing Body-within 10 working days
If the complaint has still not been dealt with satisfactorily the governing body can hear an appeal. An appeal will be made to a panel of Governors not previously involved in the situation. The panel’s decision is the final stage of this procedure. Matters of extreme concern can be communicated directly to the Secretary of State.
How will things improve?

Compliments, concerns and complaints are monitored and regularly reviewed by the Head Teacher, teaching and support staff, and where appropriate governors, to establish areas for action. The detailed content and information about the persons involved in any concern or complaint are kept strictly confidential. Only a summary of the nature of an issue is kept for monitoring purposes.

THE POLICY IN PRACTICE

Compliments

Compliments made will be acknowledged and passed on to those involved. When appropriate, records of these may be kept on staff files. Compliments will also be monitored and recorded centrally in a summarised form and follow up action will be taken as appropriate.

Concerns and Complaints

Stage 1 – The Teacher

Parents will have the opportunity to discuss and clarify their concern or complaint with the appropriate member of staff. In the first instance this will usually be the class teacher. Parents need to be reassured that the school wishes to hear about their concerns.

The member of staff involved needs to ensure that the parent is clear about what action will be taken. This may be recorded and confirmed in writing to the parent if appropriate. The reading record can be used for this purpose, or a letter, depending on the nature of the matter.

If the teacher is unable to deal with the matter immediately, the parent will be contacted back by the end of the next school day.

Stage 2 – The Head Teacher

If the matter is not resolved to the parent’s satisfaction, the concerns/complaint can be referred to the Head Teacher who will acknowledge the complaint, usually by the end of the next school day, and agree a time-scale for providing a response.

Dealing with the concerns/complaint may include meeting with the parent to discuss the issue. It is important that all parties are clear, and in agreement about, the exact nature of the complaint, and whether or not this has changed during the process of dealing with it. It is also important to review what outcome the parent is seeking.

To investigate the matter the Head Teacher may need to interview other parties involved. Care and attention will be given to providing the appropriate environment and support needed for those involved.

The Head Teacher may wish to meet the parent to discuss the outcome of the investigation. A written response will be produced once the matter has been investigated. This will include a full explanation of the decision reached and what action, if any, the school will subsequently be taking. The parent will be advised that, if he or she wishes to take the matter further, he or she must contact and notify the Chair of the governing body accordingly within 5  2 school weeks of receiving the Head Teacher’s letter.

Stage 3 – The Chair of the Governing Body

The Chair of the Governing Body will investigate the matter to review the actions taken and ascertain whether the case and conclusions have been dealt with fairly. This may well be the end of the matter but if it is thought that there has not been fair treatment and the decision is not correct there can be an appeal made to the complaints and then appeals panel, which is a group of Governors not previously involved in the discussions.

In the first instance the governors’ complaints panel comprising 3 members will review the complaint. Any governor involved in the panel who has inappropriate knowledge or involvement in the case, will stand down and be replaced by another uninvolved governor.

Should the person complaining appeal against the decision of the complaint panel this matter can be referred to the appeal panel. The same arrangements apply to this 3-person panel. Once this panel has reached a decision, this normally considered by the Governing Body to be it’s final decision.

In extraordinary circumstances, for example, alleged malpractice; the matter can be reported to the Local Educational Authority, the Secretary of State for Education or the Local Government Ombudsman.

The clerk to the governors will acknowledge receipt of the concern/complaint in writing, usually within 3 school days, advising that the complaints panel, within 20 school days of receiving the complaint will consider the matter. It will be explained that any further documentation relevant to the complaint would be welcome, but that this must be received in sufficient time to enable the panel members to consider it before they meet.

The person complaining, any relevant witnesses, the Head Teacher and panel members will be advised by the Chair of the complaints panel of the date, time and venue of the meeting a minimum of 5 working days before the event. The person complaining will be reminded that he or she may bring a supporter or advocate. The letter will also contain an outline of how the meeting will be conducted. The Chair will ask the Head Teacher to provide the appropriate information and supporting paperwork needed for the case to be considered. The Head Teacher and other members of staff may be invited to speak to the panel.

The meeting will be appropriately minuted. Its objective is to resolve the complaint and achieve reconciliation between the person complaining and the school. Care will taken to make proceedings as informal as possible.

If new information is disclosed, it may be necessary to adjourn the meeting so that all parties have the time necessary to consider it.

During the meeting all parties will have the opportunity to explain their positions and to question one another. They may call appropriate witnesses with the Chair’s approval. At the end of the meeting the person complaining and the school representative will summarise their position.

When deliberating the case, panel members will consider all the evidence presented and decide upon action to resolve the matter. Recommendations for changes to any school systems or procedures will be made as necessary.

The governors’ complaints panel will advise all parties involved of the outcome of their decision within 10  working days unless an alternative time span is otherwise mutually agreed. This may be done by interview and letter or, if appropriate, simply by letter. The next, and final, stage of appeal will be explained.

Referrals to the appeals panel will be dealt with using the same process. As this is the final stage in the process, no further appeal may be made within the school.

Complaints raised by a group of parents will usually be dealt with directly by the Head Teacher using the above procedures. Staff involved may be invited to join proceedings as appropriate. Parents may be seen individually or collectively where appropriate. When practicality necessitates this, parents may be asked to nominate two representatives to speak on their behalf and attend meetings for them.

Compliments, Concerns and Complaints

If you wish to compliment us or raise any concerns or complaints, the following chart is designed to help you follow the correct procedure.
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NB The Chair of the Governing Body may be contacted through the School Office

Record of Complaint

	Date:
	

	Name of person raising the complaint:


	

	Name of person receiving the complaint:


	

	Child’s name (If applicable):


	

	Details of the Complaint: (Attach a copy of any written communication)Including desired outcome

	

	Signature:
	Date:




	Action Taken: (who, what, when)

	


	Reported to:

	


	Review/Follow Up:

	


Record of Compliments

	Date:
	

	Name of person giving the compliment:


	

	Name of person receiving the compliment:


	

	Child’s name (If applicable):


	


	Details of compliment: (Attach a copy of any written communication)

	

	Signature:
	Date:




	Action Taken: (who, what, when)

	


	Reported to:

	


Contact details:
Headteacher: Karen Headland

01234 740100

head@cottonendforestschool.co.uk
School Office-01234 740100
office@cottonendforestschool.co.uk
Chair of Governors: Sandra Thacker

01234 740100

Compliments





Please fill in the form available from the School Office





Concerns about your child





Arrange to speak to your child’s class teacher-within 2 days





Please fill in the form available from the School Office








Concerns about a Teacher or Support Staff





Please make an appointment to see the Headteacher- within 2 working days





Concerns about the Headteacher





Arrange an appointment with the Chair of the Governing Body –within 5 working days





Resolutions





Initial concern acknowledged by the end of the next school day





Concern dealt with within a week or mutually agreed timescale





If you are not happy with the resolution





Contact the Chair of the Governing Body-response within 10 working days





Contact the Local Education Authority
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