Appledore School Complaints Policy
1 Introduction
1.1 Our school works hard to build positive relationships with all parents and carers. We encourage parents and carers to communicate with us in a variety of ways, including conversations with class teachers, the head teacher and the parent’s forum.  We want to resolve issues before they become complaints.
1.2 If any parent or carer is unhappy with the education that their child is receiving, or has any concern relating to the school, we encourage that person to talk to their child’s class teacher immediately. 
1.3 At all stages an informal or formal complaint and the associated meetings are recorded. 
1.4 An informal complaint is a complaint prior to referral to the Governing Body, after which it is treated as a formal complaint. 
2 Aims and Objectives 
2.1 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 fully discussed, and then resolved.
3 The Complaints Process 
3.1 If a parent or carer is concerned about anything to do with the education that we are providing at the school they should, in the first instance, discuss the matter with their child’s class teacher. Most matters of concern can be dealt with in this way. All teachers work very hard to ensure that each child is happy at the school, and is making good progress; they always want to know if there is a problem so that they can take action before the problem seriously affects the child’s progress. 
3.2 If a parent or carer feels that a situation has not been resolved through contact with the class teacher, or that their concern is of a sufficiently serious nature, they should make an appointment to discuss it with the Head Teacher. This complaint will be taken seriously and is usually resolved at this stage. 
3.3 If a parent or carer has a complaint about the Head Teacher they should make an appointment with the Head Teacher in an attempt to resolve the matter. If the complaint is unresolved, a parent or carer should contact the Chair of Governors, who is obliged to investigate it. The Chair of Governors will do all s/he can do to resolve the issue through dialogue with the school, but if the parent or carer is unhappy with the outcome, s/he can make a formal complaint as outlined below.
3.4 Only if an informal complaint fails to resolve the matter should a formal complaint be made in writing to the Governing Body at the school’s address. This complaint must state the nature of the complaint and how the school has handled it so far. The parent or carer should state how, in the view of the complainant, the problem could be resolved. 
3.5 [bookmark: _GoBack]If the parent or carer is still not content that the complaint has been dealt with properly then s/he is entitled to appeal through the procedure for dealing with complaints about schools through the first and second committees.
4 Formal Complaints Procedure 
4.1 If a parent or carer wants to make a formal complaint, they must write to the Governing Body with details of: 
 The complaint 
 Any attempts they made to raise or resolve the complaint, including who they spoke to and when.
 Actions they feel might resolve the problem.
 Any staff they would prefer not to discuss the issue with 

4.2 A staff member (not the subject of the complaint) will respond within five working days of a complaint being made. 
4.3 If the complainant is not satisfied with the response, they must inform the school in writing, with details of their previous communication and the reason why they are still not satisfied. The Head Teacher team will respond within five working days. 
4.4 If the complainant is still not satisfied, they can appeal to the Governing Body (see below). The governors will convene a complaints panel within 21 days, known as the First Committee. 
5 First Committee 
5.1 Constitution of the Committee 
The Chair of Governors will: 
 Appoint  three governors to the Committee 
 No member can have been directly involved in previous consideration of the complaint 
 The panel nominates a chair 
 Individual complaints must not be heard by the whole Governing Body at any stage 
 Meetings are recorded by the Clerk to Governors 

5.2 Remit of the Committee
The Committee can:
 Dismiss the complaint 
 Uphold the complaint in whole or in 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 not recur 

5.3 Proceedings of the Committee
 The appeal will be closed to the public 
 The complainant may attend and be accompanied by one other person 
 Witnesses will only be required to attend for the part of the hearing in which they give their evidence 
 The Committee may ask questions at any point 
 The Committee will deliberate in private 
 The Committee will inform the complainants of the decision as quickly as possible and in no more than three working days 
 The decision of the Committee is final 

5.4 Role of the Clerk to Governors 
The Clerk to the Governors will be the contact point for the complaint and will be required to: 
 Set the date, time and venue of the hearing 
 Collate any written material and send it to the parties in advance of the hearing 
 Record the proceedings 
 Notify parties of the Committee’s decision 
6 Responsible Person 
The person in charge of co-ordinating the complaints at the school is the Head Teacher. 
7 Monitoring and Review 
7.1 The governors monitor the complaints procedure in order to ensure that all complaints are handled properly. The Head Teacher informs the Governing Body of all complaints received, within the parameters of confidentiality. 
7.2 Governors take into account any local or national decisions that affect the complaints process, and make any modifications necessary to this policy. This policy is made available to all parents and carers, so that they can be properly informed about the complaints process.

