North Primary School & Nursery 5
Complaints Policy

All forms of feedback are welcomed by North Primary School and Nursery.

Compliments

These are always welcome and very encouraging to teachers and staff. The school encourages
feedback or opinions from pupils and parents. In practice this dialogue is continuous, sometimes
directly and also indirectly, for example, through the Parents’ Association. It may not always be
possible to act immediately but pupils and the school always benefit so please don't hold back.

Concerns

It is natural that parents may, occasionally, be concerned about an aspect of their child's education or
welfare at school. This could include issues concerning the school's approach to aspects of the
curriculum, homework, behavioral problems or any other issue.

The school welcomes enquiries from parents about any matter. Teachers and staff will explain the
school practices, policies, and how they affect the pupils. The vast majority of concerns will be
handled by the class teacher or by the subject co-ordinator if this is more helpful.

The usual format is to speak to the child's class teacher in the first instance, or to contact the school
office to arrange an appointment to discuss your concern with whoever you wish. At all times the staff
will help to resolve a problem. If occasionally parents feel they must state their concern formally, this
too is not a problem. The school has defined procedures for handling complaints so don't be
embarrassed if you feel an issue warrants more attention.

If in doubt, keep asking until you are completely satisfied as all staff are eager to help.

Complaints

Any person, including members of the general public, may make a complaint about any provision of
facilities or services that the school provides, unless separate statutory procedures apply (such as
exclusions or admissions). Third party providers offering facilities or services through the school
premises, or using school facilities, have their own complaints procedures in place.

1. This policy statement sets out the school’'s approach to dealing with parental concerns and
complaints. Further details of how we handle them are contained in our procedures document,
which you can obtain on request from the school office.

2. We value good home/school relations and will, therefore, do everything we can to establish and
maintain them. This includes seeking to resolve any concerns or complaints promptly, and to
the satisfaction of all concerned.

3. We welcome feedback on what parents feel we do well, or not so well, as a school. We will
consider carefully all feedback, whether positive or negative, and will review our policies and
practices accordingly.

4. We will treat all concerns and complaints seriously and courteously and will advise parents and
others of the school’s procedures for dealing with their concerns. In return, we expect parents
and other complainants to behave respectfully towards all members of the school community.
In particular, any disagreement with the school should not be expressed inappropriately or in
front of pupils.



5. All school staff, teaching and non-teaching; and members of the Governing Body, will receive a
copy of this policy statement and will be familiar with the school’s procedures for dealing with
parental concerns and complaints, to which they will have access as required.

6. The governing body reviews the complaints policy annually, which includes a conversation
where all complaints over the previous year are discussed. The policy is reviewed and updated
as necessary, in the light of any findings, taking into consideration government advice last
updated March 20109.

7. Whilst we will seek to resolve concerns and complaints to the satisfaction of all parties, it may
not be possible to achieve this in every case. We will, therefore, use our option to close a
complaint before all the stages of the school’s procedures have been exhausted, if this appears
to be appropriate.

8. The Government advocates the resolution of parental concerns and complaints at school level
wherever possible, in the interests of maintaining good home/school relations.

If a complaint / concern cannot be resolved informally the nationally accepted procedure is divided
into two stages:

Stage 1 Formal complaints must be made to the headteacher (unless they are about the
headteacher), via the school office. This may be done in person, in writing (preferably on the
Complaint Form), or by telephone.

Stage 2 If the complainant is dissatisfied with the outcome at Stage 1 and wishes to take the matter
further, they can escalate the complaint to Stage 2 — a meeting with members of the governing body’s
complaints committee, which will be formed of the first three, impartial, governors available. This is the
final stage of the complaints procedure.

Next Steps
If the complainant believes the school did not handle their complaint in accordance with the published

complaints procedure or they acted unlawfully or unreasonably in the exercise of their duties under
education law, they can contact the Department for Education after they have completed Stage 2.

The Department for Education will not normally reinvestigate the substance of complaints or overturn
any decisions made by North Primary School and Nursery. They will consider whether North Primary
School and Nursery has adhered to education legislation and any statutory policies connected with the
complaint.

The complainant can refer their complaint to the Department for Education online at:
www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by writing to:

Department for Education
Piccadilly Gate

Store Street

Manchester

M1 2WD.

If you should need to refer to the full procedures, please ask at the school office. All staff are familiar
with the guidelines and have a duty to help parents needing advice. Please don't feel you are making
a fuss. These procedures have been carefully compiled and their reference, however rare, is routine
to help pupils, parents and the school.
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