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COMPLAINTS PROCEDURE

(Following Doncaster LEA Recommendations)

Complaints Procedure

Introduction
Schools provide good service to and have good relationships with pupils, parents and the neighbourhood most of the time.  It is therefore important that when a parent (or other member of the local community) has a problem with what someone at a school has done or failed to do the issue is resolved as promptly as possible.

The Procedure

1.
Teacher/Other Employee
It is a sensible principle that problems should be resolved wherever possible, at the lowest possible level.  Sometimes a word with a child’s teacher or the school office staff will resolve a problem.  Sometimes though, it is not enough, and an organised meeting with e.g. the class teacher may be necessary.  Sometimes the level of parental displeasure can be so high that it is not sensible to have the parties directly concerned meeting face to face.

2.
Headteacher/Senior Staff
When a complaint cannot be resolved by a conversation between the parties the Head or other senior staff will need to become involved.  The overwhelming majority of complaints are resolved at this point.  Even when a complainant remains in disagreement with the actions of the school it is often in everyone’s best interests to put what is often a fairly small matter into the context of the educational experience, which a child is getting, and to take the matter no further.

Some complaints remain both unresolved and ‘live’ in the complainant’s mind even after several meetings with the Head, who may have involved other agencies, such as the Education Welfare Service, to try and resolve matters.  When all these efforts fail it may become necessary for the Head to direct the complainant to the Governing Body.

3.
Governing Body
Complaints taken as far as the Governing Body should be put in writing, no matter how informally the matter has been dealt with till then.  The Governing Body has the right to agree its own process for dealing with the complaint and Don Valley Governors have agreed that the Chair and Vice Chair deals with the matter alone.


(a)
Process



A meeting is held between the Chair and Vice Chair, the Head and the complainants.  The Chair and Vice Chair then consider their decision alone.


(b)
Outcome


Chair and Vice Chair inform the Head and complainant of the outcome in writing.

Advice is available to Governing Bodies from the LEA as to appropriate procedures and any other matters on which Governors seek help.

4.
Education and Culture Directorate


The Directorate is not ‘on the spot’ in schools and is consequently not best placed to look into the detailed facts of a complaint and the response to it.  As a result it is sensible for the Directorate, if approached by a complainant or Head to consider only:


(a)
Whether the Governing Body has failed to give proper consideration to the complaint;


(b)
Whether the Governing Body has reached an unreasonable and unsustainable conclusion.  This will only be the case where it is obvious to any reasonable observer that the conclusion reached could not be sustained by the facts.


In the above cases the LEA will offer further advice to Governors, but the process remains the property of the Governing Body.

5.
Reporting Complaints to the Governing Body

The Head will report annually on the number of complaints that have been received in writing and dealt with by the Chair and Vice Chair in the previous school year at the Annual Parents Meeting.

Notes

1.
If any complaint leads to consideration of disciplinary action within the school, the provisions of the Grievance and Disciplinary Procedure would be invoked.  The Grievance and Disciplinary Procedure operates independently of the above Complaints Procedure.

2.
Allegations of child abuse are dealt with under a separate procedure, also independently of the Complaints Procedure.

H. D’Rozario
Headteacher
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