Brereton C of E (A) Primary School

Compta,mts PO'LLcy

At Brereton we are committed to WkaLng in laartnzrsh(p, with parents in a spirit of mutual respect and co-operation. All
the decisions that are taken in raga.rd to- the care of and educational provision for the children in our school are done
5o in their hest interests. On occasions it may be that decisions or actions taken result in a parental concern or .
The aim of this p,mtedurz is toensure that those concerns or worries are dealt with q/uiL/cLy and rea,ssun;ng[g in the
interests of maintaining positive and m,utuaLLg supportive home-school relations.

Stage One
Pﬁaﬂmr;,nts should contact the class teacher at the earliest lao*sstbbe opportunity if thxay have concerns rzgardLng:

e their child's welfare or progress

e the curricular provision for their child
Parents are reminded that approac/ws should he made in a courteous and rzspac@fu[ manner. Class teachers will note
the nature of the concern and any action to be taken. If the issue cannot be sw:cessfu[[y resotlved parents should
contact the Headteacher or Assistant Headteacher.

Sta.ge Two
Parents should contact the Headteacher when.:

o discussions with the class teacher have not resolved the issue

. t/w.y feel that a member of staff has behaved in an urw,cczpta,h& manner
The Headteacher will document the concern and investigate the matter raised, if necessary. Parents will then he
contacted, as soon as po*ssi.blz, to- be informed of any outcomes. If the issue cannot be resotved su,cczssfuug in this
informal way parents may wish tor make a formal complaint ( Stage Three).

Sta.ge Three - Official C
Parents should use the official comlatamt form, avuilable from the school office, to- write to the Chair of Governors
giving details of the comp[a,mt when:

o discussions with the Headteacher have not resolved the issue

. t/wy feel that the Headteacher has behaved in an uxmccep,ta,blz manner
Recelpt of the comptamt form will be adawwﬁadged within five wuﬁang days. The Chair will then investigate the
camlal,a,mt and decide whether to refer it to- the Gowmmg Bod,y's comp/,o,mts laanz[. The comp,[,a,i.rw,ni will be informed of
the decision in writing within ten working days of the acknowledgement.
The gow,mm’ compLa,mts pcma[ hmrmg is the last school-hased stage of the comf).LaLnts process.
Individual compLa;m,ts are not heard by the whole Govzmmg Body at any stage, as this could compromise the
mea,rtiaLLty of any Iaarval set up fora cLLschLmary h;w,nng against a member of staff foﬂcrwmg a serious com,aLaLnt.

The Campl.a,tnts Panel
The pcme[ can:

o dismiss the ccrmpLaLnt in whote orin part

o uphoid. the compLaLrLt in whole or in part

e decide on the appropriate action to be taken toresoive the comlaLu.mt

e recommend changes to the school's systems or ,o,rv'cedurzs to- ensure that Io,rUbLems of a similar nature do not

recur

The aim of the hzarmg which will be held in private, will aLways be to resolve the comp[amt and achieve
reconciliation hetween the school and the comp/,amcm,t.
The p,anel will ac/crwwiedge that parents often feel emotional when di,scussukg an issue that affects their child. The
Io,an,el chair will ensure that the Iaromd.mgs are as wv,l,com'mg and informal as IaO‘SSLblz.

Roles and Responsibilities
The clerk is the contact potint for the comp/,am(mt and will:
o set the date, time and venue of the lw,a,rmg ensuring that the dates are convenient to- all parties and that the
venue and ,aromdmgs are accessible
cotlate any writken material and send it to-the parties in advance of the hmnn,g
meet and welcome the parties as t/w,y arrive at the /w,armg
record the proceedings
n,cttfy all parties of the ,o,a,rua['s decision
The Chair of the Governing Body will:
o check that the correct Io,rUced,um has been followed
e notify the clerk to arrange the panz[
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The Chair of the Panel has a Iaay rote, ensuring that:
o the remit of the Iaanz[ is explained tor the parties and each party has the opportunity of putting their case
without undue inferruption
the issues are addressed
/cey andLngs of fact are made
parents and others whao may not be wsed to sp,eo,lcmg at such a hmnng are put at ease
the fvzan,ng is conducted in an informal manner with each party treating the other with respect and courtesy
the laarua[ is open minded and acting Lndzlo,en,d,entlg
no- member of the panel has a vested interest in the outcome of the pr‘oceo.dLngs or any invoivement in an
earlier stage of the lo,rumd,urz
e cach side is given the opportunity to state their case and ask questions
e written material is seen by all parties. If @ new issue arises it would be useful to give all parties the
opportunity to consider and comment on it.

Notification of the Panel's Dectsion
The chair of the pamal will ensure that the compLa,LrLant is notified of the parw.t's decision, in writing within ten
WUTchn.g da,ys. The letter will exlaLaLn, any further n‘ghts of o,p.pzal and to whom t/my need to be addressed.

Camp,ta,uu:s from Staff
Violent behaviour towards staff will not be tolerated. Violence is not restricted to-acts of agqression that may result in
phys'u:al harm but incorporates behaviour, anLudLng the use of gestures and Language, that may cause the victim to
bhecome afraid or feel threatened or abused.
Staff will inform the Headteacher or deputy Headteacher if they are approuched in a discourteous or aggressive
manner. The Headteacher will take one or all of the fd[UW‘Lng actions d;zpzndmg upon the seriousness of the
behaviour:

e contact the person msponsLblz and invite them to-discuss the situation

e write to the person raslaonsLb(z dztaLLLng expectations of behaviour and warmning them that persistent

unacozptablz behaviour will result in a han from school premises

e han the person rasponsi.b,lz from the schoot premises

In extreme cases it may be necessary to call the poi‘wa and have the person rzslaansLbbe removed from the premises.

Comp,ta.tnts from Members of the Public

Occo,sLona.LLg the school receives ccrmp[o,i,nts mgardi,ng children’s behaviour on the woy to and from school. In such
cases the Headteacher will try to-establish the names of the children invoived and ask the class teacher tor investigate.
The matter will then be dealt with in accordance with our Behaviour PoiLcy. Parents will be contacted and informed if

necess (I,Iy .

This /miLcH wus ratified by the Gmmmg Bod,y, after due consultation with staff at its meeting on 2 November 2010.

This p,o'Lch will be reviewed in Novemhber 2013.
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Co-mp.tal.n.t Form

Plzasecmnplz&andmtwnwdewdmhzrorChawqumm who-wtuackfwwtedgemcztptandcxpta.mwhat
action will be taken.

Your name.:

Pupd’s name:
Your rcta.twn.shtp to- the pu,ad.:

Address:

Posteode:
Da.y time bzbzplwm number:
Evrz,rung batcp.hone numhber:

Plea.se glve details of your campLa.Ln.t

What action, if any, havzyoua.b'zady ta,kanto—try andresoive,yourcmnfzta.uw.
(Who did you speak to-and what was the res,wnse)?
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What actions dﬂymﬁ&[ nughi: resolve t/uapfo'btamattfus sta.ge?

Are you a.l:tadung any fwfmrwm'k? If so, p,tw,se give details.

Slgnu.tu.m:

Date:

Official use

Date a.clawwiedgemznt sent:

Bywh.o—:

Complaint referred. to:

Date:




