Burnham Copse Primary School

Policy for the Management of Complaints

Part A             Parent Complaints
Aims:
To ensure that complaints are listened to sympathetically and treated with fairness and understanding.


To deal promptly and effectively with any issues that arise from a complaint.
We are committed to an “Open Door” culture of full and open partnership with Parents. 

These good channels of communication  ensure that issues of concern are managed 

effectively and prompt action taken in the early stages.

Parents are encouraged to bring their children into the classroom on a daily basis and to take every opportunity of talking with the classteacher. Many small issues causing anxiety will be dealt with very effectively at this level and the Headteacher will be informed as part of working communication. If a more formal complaint is received through this channel, the class teacher will immediately refer the matter to the Headteacher who will thereafter assume management of the situation.

The Headteacher is normally available for short interviews on a fairly immediate basis. If the situation is such that a longer time is needed or the Headteacher is unavailable, an appointment will be made for the earliest mutually convenient time. We aim for this to be within twenty-four hours.

Any complaint received by the Headteacher will be treated in the strictest confidence and immediate action taken to investigate and/or address the issues raised. If the complaint is judged to be serious, the Chair of Governors will be informed immediately. All complaints are shared with the Chair of Governors during routine meetings.

Depending on the individual circumstances, solutions and/or actions may be agreed with the complainant. It is always our intention that people should feel they have been listened to and their opinions valued, even if circumstances prevent any noticeable actions being taken immediately. We aim to resolve issues very promptly and seek for any situation causing anxiety to be resolved (or a satisfactory Action Plan agreed) to the satisfaction of all parties within fourteen days.

In the unlikely event of a complainant feeling that a situation has not been resolved, the issue can be referred directly to the Chair of Governors, who will seek to resolve the situation to the satisfaction of all concerned.
Further complaints can be made to the Secretary of State.
Part B

Staff complaints
Aims:
To ensure that systems are communicated to protect staff from inappropriate behaviour and/or complaint.
Although staff seek to operate at all times with a calm, measured and non-threatening manner, there may be occasions from time to time when a parent responds inappropriately to a situation.

In cases where the staff member feels they may be at potential risk of verbal or other abuse, they ensure that another member of staff is with them as well as informing the school office that the interview is taking place.

The member of staff should, wherever possible, conduct the meeting as close to the school office as possible, and/or have a telephone immediately beside them.

If the situation becomes uncomfortable or threatening in any way, the member of staff leading the meeting will immediately undertake the following escalatory actions:-

a) The person will be warned that their manner is causing discomfort.

b) The person will be asked to leave the premises.

c) The police will be called to remove the person from the premises.

(the Office telephones have the local and district police telephone numbers taped beside them).

If the Police are called to attend such an incident, a prosecution may be pursued for a Public Order Offence, which carries an £80 fixed-penalty fine.

At the headteacher’s discretion, a follow-up letter will be sent, outlining the nature of the complaint being made against them and detailing steps which may be taken in future if the behaviour is repeated.

Where a person has a track record of threatening behaviour in the school, they may be placed into the category of persistent/vexacious, and the following actions may be taken.
a) Notification given that any further interviews will only be agreed to if a member of the Governing Body is present.

b) Notification given that all further communication will only be accepted in written form.

c) Notification given of a ban from the school premises for purposes other than the delivery or collection of children.
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