POLICY STATEMENT – COMPLAINTS

Rationale

Most issues can be resolved amicably within the college, and every effort should be made to resolve these informally.  However, when issues cannot be resolved, concerns shall be submitted in writing to the Principal or appropriate Head of School.  Matters still unresolved will go to a governors’ committee.

Purpose

To ensure that complaints against the college and its staff are dealt with in a way that brings a satisfactory outcome to all parties concerned.

Guidelines

1. Procedures as outlined in the accompanying flowcharts will be followed.

2. If in Stage 2 the matter is brought to the Principal, he will within five days of receipt of the complaint, give a target date for any investigation to be completed.  The Principal or appropriate member of the Senior Leadership Team will interview all those concerned with the complaint.  Outcomes will be recorded.

3. Any complaints, other than those concerning the Principal, coming directly to the governors, should be passed back to an earlier stage.

4. If the complainant wishes to proceed to Stage 3, the request for review by the Governors should be with the Chair of Governors within 10 days of the Principal’s response.  The governors’ committee should meet within 25 school days of the Chair of Governors receiving the request.

5. The Chair of Governors will establish a committee of no less than 3 governors who have had no prior knowledge of the complaint, to review the complaint.

6. All parties involved should be notified of the date of the hearing at least 15 school days before the meeting takes place and be given a specific date by which to return all documentation for despatch to all parties.

7. The Clerk to the Governing Body should take minutes of the meeting, which shall remain confidential to the parties involved.  The outcome only should be reported to the whole Governing Body.

8. Decisions made by the Panel are binding and final.

9. A complaint against the Principal should follow the same procedures as above, and as summarised in Appendix B.

10. The number and nature of complaints should be reported annually to the Governing Body.

11. This policy does not apply to members of staff who should follow the college’s grievance procedures.

Conclusion

It is hoped that informal means will resolve the vast majority of issues.  If, however, the complainant wishes to take the case further the above procedures will follow.

This policy has been assessed in terms of Equality Impact.

Approved by the Policy Scrutiny Committee of the governors on Saturday 26 May 2012 

APPENDIX A

Stages for Handling Complaints Against Members of Staff

	Stage 1


	Inquiry made to member of staff

Satisfactory Outcome Reached?

                           

	
	Yes


	No



	
	Ends here
	Recorded and parent advised of complaints procedure – referred to Head of School, Vice Principal or Principal


	Stage 2


	· Formal complaint made to Principal in writing

· Principal ensures complainant has a copy of College’s Complaints Procedure

· Investigation conducted, if necessary (in consultation with an appropriate officer where necessary)

· Satisfactory outcome reached?

                           

	
	Yes


	No



	
	Recorded & ends here
	Recorded go to Stage 3


	Stage 3


	· Complainant writes to Chair of Governors making formal complaint

· Chair of Governors establishes Committee of at least 3 governors to consider the complaint (in consultation with appropriate officers)

· Committee hears complaint

· Committee responds to complainant and Principal in writing

· Satisfactory outcome reached?

                           

	
	Yes


	No



	
	Ends here
	No further opportunity unless under statutory issues

Advise of right to referral to Secretary of State




APPENDIX B

Stages for Complaints Against Principal

	Stage 1


	· Complainant makes formal complaint in writing to Chair of Governors

· Chair of Governors investigates complaint

· Chair of Governors writes to complainant outlining outcome of investigation

· Satisfactory outcome reached?



	
	Yes


	No



	
	Recorded & ends here
	Refer to Stage 2




	Stage 2


	· Request for review received by Clerk to the Governing Body

· Vice Chair of Governors establishes panel of 3 governors minimum

· Panel hears complaint and responds to complainant in writing

· Satisfactory outcome reached?

                           

	
	Yes


	No



	
	Recorded & ends here
	Advise of right of referral to Secretary of State


APPENDIX C

CONFIDENTIAL

COMPLAINTS RECORD FORM
Name of school:  ………………………………………………..  Date:  …………………..

Name of complainant:  ……………………………..

Address of complainant:  …………………………………………………………………….

………………………………………………………..  Telephone No:  …………………….

Name of child (if appropriate):  ……………………………………….

Complaint received by:  ……………………………………………….

Details of complaint


Desired outcome


I agree that this is an accurate representation of my complaint:

Signed by the complainant:  ……………………………………

Date:  ………………………

Action taken/to be taken

(for official use only)























