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Complaints Policy

Background 

The City of Liverpool already has its own procedures for dealing with complaints about its services, including some complaints about its schools. However it was felt by the LA that some school – based complaints could be more appropriately dealt with by schools themselves. Therefore, the LA recommended that schools should have their own well-publicised policies to deal with complaints.

Introduction 

At Fazakerley we aim to provide each child with an excellent education in a secure and happy environment. However, there may be occasions when parents are worried or not satisfied with some aspects of school life. Bearing this in mind, we have developed a Complaints Policy which will further enhance the mutual communication which exists between [parents, pupils and staff of the school.

Why Have a Complaints Policy? 

We have developed a Complaints Policy for the following reasons:-

a) A Complaints Policy shows that a school cares about its pupils and their parents and wishes to work with them to resolve problems.

b) Individuals are now more aware of their right to voice critical comments and suggestions for improvement.

c) Greater emphasis is being given for the importance of promoting and developing partnership with parents.

d) A Complaints Policy need not be a defensive response to the identification of a fault or deficiency, but can be a positive means of   promoting parental satisfaction and identifying opportunities for improvement.

A good Policy will ensure complaints are resolved swiftly and readily, as close to the source of the problem; that there is a defined procedure for dealing with complaints remaining unsolved and that lessons learned from the investigation can be used to improve practice.
Principles on which our Complaints Policy is based. 

Our Complaints Policy will:-

a) Be Easily Accessible  - there will be a copy of the Complaints Policy in our

School Prospectus.

b) Be Well Publicised  - besides being well publicised in the School Prospectus,

parents will receive an annual letter which explains our Complaints

Policy. 

c) Be simple to understand and use  - there will be clear jargon free guidelines

which are readily understood by all.

d) Ensure a full and fair investigation – time will be devoted to a full and fair

investigation which will ensure that all sides of the grievance are heard and considered.

e) Be quick, offering prompt action  - the investigation process will begin on the

First day of Complaint and parents will be kept informed regularly as to how the investigation is progressing.

Timescales:
You must raise the complaint within three months of the incident or, where a series of associated incidents have occurred, within three months of the last of these incidents. We will consider complaints made outside of this time frame if exceptional circumstances apply.

Complaints received outside of term time

We will consider complaints made outside of term time to have been received on the first school day after the holiday period.

Complaints Procedure 
All parents of pupils attending Fazakerley Primary School have a right to complain about any aspect of school life with which they are dissatisfied. In making a complaint parents should follow the following procedure:-

FIRST STAGE – address your complaint to the class teacher. The best time to do this is before or after school without impacting the teacher’s responsibility to the class. 
SECOND STAGE – anyone still dissatisfied may approach the Head Teacher. The Head Teacher will always see parents without an appointment, if available, however, it might be necessary to wait for a while. Formal complaints must be made to the headteacher (unless they are about the headteacher), via the school office. This may be done in person, or by telephone. The headteacher will record the date the complaint is received and will acknowledge receipt of the complaint in writing (either by letter, dojo or email) within five school days. Within this response, the headteacher will seek to clarify the nature of the complaint, ask what remains unresolved and what outcome the complainant would like to see. The headteacher can consider whether a face to face meeting is the most appropriate way of doing this. The headteacher may delegate the investigation to another member of the school’s senior leadership team but not the decision to be taken. During the investigation, the headteacher (or investigator) will: 

• if necessary, interview those involved in the matter and/or those complained about, allowing them to be accompanied if they wish 

• keep a written record of any meetings/interviews in relation to their investigation. At the conclusion of their investigation, the headteacher will provide a formal written response within ten school days of the date of receipt of the complaint. 

If the headteacher is unable to meet this deadline, they will provide the complainant with an update and revised response date. The response will detail any actions taken to investigate the complaint and provide a full explanation of the decision made and the reason(s) for it. Where appropriate, it will include details of actions Fazakerley Primary will take to resolve the complaint. The headteacher will advise the complainant of how to escalate their complaint should they remain dissatisfied with the outcome of Stage 2.
THIRD STAGE – anyone still dissatisfied may approach the Chair of Governors who will arrange an investigation. At this stage the complaint should be put in writing to the Chair of Governors who is Mrs. M. Hardy c/o the School. At the conclusion of their investigation, the Chair of Governors will provide a formal written response within twenty school days of the date of receipt of the complaint. If unable to meet this deadline, they will provide the complainant with an update and revised response date.
The Head Teacher has overall responsibility for the operation of the complaints procedure.

The Complaints Policy will be continually monitored and may be modified in the light of experience.

The Head Teacher will keep a simple record of the number of complaints, how they are dealt with and their outcome.
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