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Tanbridge House School
Complaints Policy
Our principle aim is to deal with complaints:

· Openly

· Fairly

· Promptly

· and without prejudice

What is a Complaint?

A complaint is an expression of dissatisfaction, whether made orally or in writing.  The policy addresses general complaints.

Complaints about the curriculum, collective worship, racist incidents or provision for children with special educational needs are dealt with under separate procedures.
This policy is designed to manage all complaints but complaints vary in nature and complexity.  Therefore, the school will need to consider at which stage a complaint should be dealt with when it is initially raised and which member of staff is best placed to deal with it.
Staged Approach - How does this work?

Our staged approach is designed to ensure that every effort is made to deal with complaints informally at school level in partnership with the complainant.  Formal stages should only be triggered in exceptional circumstances.

Stage One:  In the case of a complaint by a parent, the class teacher would be the first contact and the majority of issues will be resolved at this stage.  In the case of a complaint by a member of the public, the Headteacher’s PA would be the first point of contact.  A decision is then made as to which member of staff is best placed to deal with the complaint.

Stages Two and Three: Formal stages involving the Headteacher and governing body.

Stage One: Discuss concerns informally with the class teacher
· The advice is to speak to the class teacher concerned in the first instance.  Most issues can be resolved at this informal stage.
· If it is difficult to discuss the issue with the relevant member of staff then it may be referred to another member of staff who may not necessarily be more senior.

Stage Two: Discuss concerns formally with the Headteacher or a senior member of staff

· More serious concerns which remain unresolved at the end of Stage One should be referred to the Headteacher or a senior member of staff.  The matter will then be investigated further.

· If at this stage matters are not resolved then Stage Three should be followed.

Stage Three:  Make a formal complaint in writing to the Chair of Governors (or a nominated governor)

· Governors will only proceed with this formal stage if a complaint has been received in writing and all previous stages have been followed.
· A Complaints Panel meeting will be convened.
· The governing body’s decision is final, however, if the complainant is not satisfied with the way in which the complaint was processed, they should contact the Local Authority, West Sussex County Council and follow their complaints procedure, details can be found at www.westsussex.gov.uk.
Role of the School’s Complaints Co-ordinator

The school’s Complaints Co-ordinator is the Headteacher’s PA.  She is responsible for the operation and management of the school complaints procedure and will be able to provide further information on request.
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