Concerns and Comlplainls Policg
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As a Rig/lfs Respech’ng Sc/wa/ our phi/osophy is underpinned by fﬁe values and principles of H'Ae Um'fed Nah‘on 's Canvenh’an on Hle Rig/u‘s of H’;e
Child (UNCRC),

Article 3; Evergone who works with children should do what is in the best interests of the child

A process for resPonding bo complaints about St Luke's School (where not covered bU other policies). The school will
alwaHs seek lo resolve complainks ‘mformallg. Where this is either not Possible or appropriake the Policg sefs out o
J:ormal Htree-skage complainks process, led bg the Headleacher. A schemalic showing the main slages of the
compla‘mls process is altached as Appendix A

Introduclion

We make an effort bo be approachable and we hope that you will come fo us with any problems or queries related to
school. Teachers are available ot the beginning and the end of each daH lo discuss any small malters. If you would
like the oPportunitg to meet pr'wakelg for more than o few m'mukes, then a mukuallg acceplable dale/lime can be

arranged with your child)s Leacher.

We believe that conpdenhalllg should be respected and that discussions should be conducted wiHm courlesg and

consideralion from aH Parhes.

The aims of the Complaints Procedure are lo:

L4 Provide an effechve means fOf' anﬂone ITO lodge a COI’T\P[OJI’IIT OBOUL SIT I_U,I(G'S SCI’LOO[

® FEnsure that complain}s are inveshgakea quicklﬂ, fairlg ond sensilivelg
L Respond bo compla'mls within clear limils
)

Provide an addilional means of monitorlng and improving St Luke's ways of working.

All complainfs will be lrealed as confidenhal. Oan those members concerned with invesﬁgahng the compla‘mt will have

access fo the file. No informahon regarding the inveshgahon will be made available publiclg.

Mang comPlaints can and should be deall with informallﬂ. The complainls Procedure proviaes for o course of aclion

where the comPlainank is leﬁ clissahslriea with the oulcome from the informal sfages.
The purpose of these 9uldellnes is bo provicle a means o resolve complainks of school level.

The complainfs Proceaure does not deal with the follow'mg areas, which are covered under separake Policies: skaff

grievances or allegahons againsk sLaH.
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St Luke’s Primary School

Def‘mition of a complainl

A complainl is a clear exPression of clissahs;achon, however made, bH O person or persons with o legiﬁmate inerest in
the school (but not being emPloged ak the school) about the standard of Leoch‘mg, the conduct, aclions, or lack of
aclion, of members of the teachmg or non-keachmg skaff emploged ak the school and angbodﬂ else working under the
direclion of the Headleacher, which affeclrs an individual or group.

Complaints about persons oulside of school will inlhallg be deall with bg the Headleacher as sile manager, and then
be referred fo Hw approprioie GU,H"LOF'LLU.

IIT is leﬁ I70 H’Le Headkeacher's discrehon EO decid,e wheHmer H’Le 9f’0ViLH Of an anonHmous complamt WGI’T’GI’ILS

inveshgo,hon.
Receiving a comPlainl

A compla‘ml can be received bg any member of the school staff who should then ‘mform the Headleacher of the nalure
of H1e complaink o,nd Hw way in which ik was cleo,u WiH’t.

Procedures

The complalnt should be PrompHg referred to the Headteacher who wlu decide wheHler to de[egake Hw inveshgahon of

the complaint to another member of slaﬁ or whether to underlake the inveshgahon himselJ:.

The member of staﬁ ’aneshgahng the complalnt will ensure thal o written acknowledgemenl is senk fo the complainanL
The acknowledgement will g’we a brlef explanahon of the school's complalnts Procedure and will give a larget daole for

providing a response.

The 'aneshgator should speak or meel seParo,LelH with all appropriate Parhes, including the complainank, in order fo
establish all the J:acts relahng to the complo,'mL Where a child is involved, the child's Parenl / guardian should be
nohped and allowed lo be PresenL 'Lf wished.

Once all the relevant facts have been established to the sahsl:achon of the 'mveshgakor, a wrilten response to the
complaint should be Produced, This will include an oulline of the complainh the main J:indings of the inveshgahon and
the decision reached, and where aPProPrlate, whal aclion the school is Proposing to take lo resolve the complaink.

Where H’le 'aneshgahon |’105 been delegaled LO a member Of.‘ SLGFF, H”LC resulfo,nf repork must be endorsed bH H’»e
Headteacher.
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St Luke’s Primary School

The response should also ‘mform the complainank that should Hmeg remain unsahspecl, H\eﬂ would have o righk of
appeal to the Deparkment for Children, Young PeoPle, Educalion and Skills (CYPES).

The School's Senior Adviser (link person for CYPES) is Jo Pearce — ].Pearce|@gov.]e
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