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CARMEL RC COLLEGE

COMPLAINTS POLICY
At Carmel College we aim to provide a safe and secure environment for all pupils and staff. In order to achieve this aim we need to have a process which captures and addresses any concerns parents/guardians may wish to raise. This policy sets out the steps which should be followed on these occasions.
Principles

Every concern or complaint we receive will be investigated with due urgency and thoroughness. 
Should a complaint be upheld, every effort will be made not only to provide an appropriate remedy for the immediate issue but also to prevent the problem reoccurring in the future. 
The college will not investigate anonymous complaints or allegations but will respect confidentiality and protect the identity of informants whenever necessary.

The different sources of concerns

Pupils

Pupils who feel they have been unfairly treated in College are encouraged to speak to the appropriate member of staff, usually the Pastoral Learning Manager.  

The complaint will be investigated  and every attempt made to resolve the matter informally between the pupil and the member of staff.  

Where the complaint or subsequent investigation raises issues of a disciplinary significance, the matter will be referred to the Principal or Senior Vice Principal.

Visitors

If a visitor to the college makes a verbal complaint or allegation of improper behaviour this will be referred to any available member of the Senior Leadership Team. This senior member of staff will complete a complaint form and provide a copy to the Complaints Co-Ordinator.

Parents and Guardians

Parents will often want to bring to our attention legitimate concerns about their children's education. For many, however, these inquiries will not be considered as "complaints" in the formal sense. Whenever a concern of this nature is raised we will respond with appropriate urgency and thoroughness seeking to resolve the issue at the first stage set out below.

If an initial concern or informal complaint is taken seriously at an early stage this will often avoid the need to progress a formal complaint. However, if the concern raised is not resolved to the satisfaction of all parties, there is the right of appeal through the formal complaints procedure.
Process to address concerns raised and resolve any formal complaints

The three stages in resolving concerns raised or escalating these to formal complaints are set out below:
First Stage: Informal discussions
The pastoral system that the College has established allows parents/guardians to contact the relevant Pastoral Learning Manager through the Student Support Assistant (Mrs J Clarkson) at any point during the day.  
If the Pastoral Learning Manager is not available parents/guardians can leave a telephone number and they will be contacted. This will be within 24 hours of the initial call unless the Pastoral Learning Manager is absent from college in which case the parent/guardian will be notified.

If a concern is about a class teacher or other member of staff and has not been resolved at this first stage in the process by informal discussion it maybe necessary to consider moving on to the second stage

Second Stage: Principal/Chair of Governors

To progress your concern about a class teacher or other member of staff  you need to contact the College Complaints Manager, Mrs L Taylor. At this stage a complaint form (Formal Complaint Record – Appendix A) will be completed and the matter referred to the College Principal.  The Principal will look into the issues you have raised and respond once the relevant facts have been established.
If a concern is about the actions of the Principal, and has not been resolved by informal discussion you may move to the next stage by addressing your complaint directly to the Chair of the Governing Body. The complaint must be in writing marked private and confidential, and addressed the the Chair of Govenors c/o Carmel RC College, The Headlands, Darlington DL3 8RW.

Third stage: A formal complaint to a Governing Body’s Complaints Panel

Very few parental concerns should reach this third stage.  A formal complaint is heard when the previous stages have been undertaken and the issue remains unresolved.  
In the unlikely event that the Principal (or the Chair of Governors) has been unable to resolve the issues raised to your satisfaction, write to the Chair of the Governing Body, c/o the College.  
The Chair of the Governing Body will convene a small panel of Governors who have not been involved previously in your complaint, to look in detail at the issues you raise.  You will be invited to attend the panel meeting to discuss your complaint in person if you so wish.  After full consideration of your complaint the Governors will write informing you of their final decision.
Other sources of support

Parents should note that independent advice, mediation and support is available from the Local Authority Complaints and Information Governance Department.  Contact details are as follows:

Complaints and Information Governance Manager

Children’s Services

Darlington Borough Council

Town Hall

Darlington

DL1 5QT

Email: childrensservicesenquiries@darlington.gov.uk
Timescales

Complaints to the college will normally be acknowledged within one working day of receipt and a response provided within five college working days. 
If a concern requires fuller investigation than is possible within the normal timescale, the complainant will be informed this is the case and provided with an indication of when a final response can be expected.

Follow Up Procedure

About three months after the complaint has been resolved  the College’s Complaints Co-ordinator will send a follow up survey form asking the complainant to comment on the Complaints Policy and the way their complaint was dealt with.  An example is attached at Appendix 2.
Suggestions on any improvements to this policy will be brought to the attention of the relevant governors’ committee.

Contact details:-

	Mrs L Taylor
	Dr A Mitchell

	Complaints Co-ordinator
	Chairman of Governors

	Carmel RC Technology College
	c/o Carmel RC Technology College

	The Headlands
	The Headlands

	Darlington
	Darlington

	DL3 8RW
	DL3 8RW

	
	

	Tel (01325) 254525
	

	Fax (01325) 254335
	

	e-mail: ltaylor@carmel.org.uk
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Appendix A
INFORMAL/FORMAL COMPLAINT RECORD

	Member of staff to whom complaint was reported
	Date complaint received
	Date reported to Principal

	
	
	

	Complainant's name and address

Telephone number: Day/Evening

	Nature of complaint



	Pupils involved (name and tutor group)



	Action taken



	Date of acknowledgement
	 
	Letter Telephone

	Interview with complainant
	 
	Notes attached

	Date of final letter
	 
	Copy attached

	Comment




Appendix B
Dear 

Complaints Policy

You have recently used the College’s formal complaints process. In order to ensure that this is as effective and efficient as possible we would ask you to provide feedback on your experience.

Please put a tick in the box underneath the statement which is closest to your view of the following statements.  If you do not feel the statement is relevant to yourself, please write ‘n/a’ next to the question.

Written Complaints

	My complaint was acknowledged within one working day.

	Strongly Agree (1)
	Agree (2)
	Unsure (3)
	Disagree (4)
	Strongly Disagree (5)

	
	
	
	
	


	A response was provided within five college working days, or an indication was given when the final response would  be given.

	Strongly Agree (1)
	Agree (2)
	Unsure (3)
	Disagree (4)
	Strongly Disagree (5)

	
	
	
	
	


Verbal Complaints

	My complaint received sensitive and respectful treatment.

	Strongly Agree (1)
	Agree (2)
	Unsure (3)
	Disagree (4)
	Strongly Disagree (5)

	
	
	
	
	


	I am satisfied with the outcome of my complaint.

	Strongly Agree (1)
	Agree (2)
	Unsure (3)
	Disagree (4)
	Strongly Disagree (5)

	
	
	
	
	


	The Complaints Policy was adhered to.

	Strongly Agree (1)
	Agree (2)
	Unsure (3)
	Disagree (4)
	Strongly Disagree (5)

	
	
	
	
	


If you would care to make any other comments/suggestions regarding our policy they will gratefully received.

……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

Thank you for taking the time to complete this survey.

Yours sincerely

Mrs L Taylor
Complaints Co-ordinator

Write to Chair of Govenors





College Principal investgates and  responds


(Pupil complaints may also be investigated by Vice Principal)





Contact College Complaints Manager and formal complaint Form completed





Parent / Guardian  raises complaint with Pastoral Learning Manager. (Target response time - 24 hrs) 





Pupil  raises complaint with member of staff usually Head of Year 





Member of public  raises complaint with member of Senior Leadership Team





STAGE 1





STAGE 3





STAGE 2





Governors write advising of final decision





Panel of Governors meet with Complainant





NOTES:





Target response times:





Complaints will usually be acknowledged within 1 working day





A response will be provided within 5 college working days 





Early resolution:





If at any stage a satisfactory resolution for all parties is achieved this is recorded and reported








For Parental Consultation
Closing Date 23 October 2008
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