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1  Rationale
At Annette Street Primary School we are committed to providing a safe, nurturing, inclusive and respectful learning environment in which positive relationships between school and home are valued. We welcome feedback and encourage concerns to be raised early so that they can be resolved quickly, fairly and respectfully. While we strive to provide the highest quality service, we recognise that occasionally things do not go as expected. When that happens we want to know, so that we can put matters right, learn from the feedback and improve our practice.
This policy aligns with Glasgow City Council Education Services procedures, Management Circular 89 — Dealing with Complaints, the Council’s Corporate Complaints Handling Procedure, and the Scottish Public Services Ombudsman Model Complaints Handling Procedure.
2  Aim and principles
We aim to promote positive home-school relationships, resolve concerns at the earliest opportunity, handle complaints fairly and consistently, protect the wellbeing of children, families and staff, and use complaints as opportunities for learning and improvement.
In doing so we will listen carefully and respectfully, treat everyone with dignity and fairness, investigate objectively, communicate openly, resolve issues as early as possible, maintain confidentiality, and learn from complaints in order to improve.
3  Raising a concern
Most concerns can be resolved informally by speaking to the appropriate member of staff, without needing a formal complaint. Parents should normally contact people in this order:
	Class Teacher  →  Principal Teacher (where appropriate)  →  Depute Head Teacher  →  Head Teacher



A complaint is an expression of dissatisfaction about the school’s action or lack of action, or about the standard of service provided by or on behalf of Glasgow City Council. A concern is usually resolved through discussion; a complaint is a formal expression of dissatisfaction.
4  The complaints process
	Stage
	Timescale
	What happens

	Stage 1
Frontline resolution
	5 working days
	Concerns raised verbally or in writing normally receive a response within five working days. Where more time is needed, parents will be told why and given revised timescales.

	Stage 2
Investigation
	20 working days
	Where Stage 1 does not resolve the matter, or where the complaint is sufficiently complex or serious, it progresses to a formal investigation. Parents receive an acknowledgement, the name of the investigating officer and a written response.

	Scottish Public Services Ombudsman
	—
	If parents remain dissatisfied once Glasgow City Council has completed its complaints process, they may refer the matter to the SPSO.



5  Matters outside this policy
Separate procedures apply to placing requests, exclusions, Additional Support for Learning disputes, child protection investigations, Freedom of Information requests, Subject Access Requests, recruitment and staffing matters, whistleblowing and legal proceedings.
	Some complaints require immediate referral to Education Services: child protection concerns, serious safeguarding issues, significant service failures, discrimination, complaints involving particularly vulnerable people, and matters likely to attract significant media attention.



6  Confidentiality and respectful communication
Complaints are handled confidentially in accordance with UK GDPR and the Data Protection Act 2018. Information relating to other children, families or staff cannot be disclosed.
We recognise that concerns can be emotional. Staff will always treat parents with courtesy and respect and expect the same in return. Abusive, threatening, discriminatory or intimidating behaviour will not be tolerated, and where necessary communication arrangements may be modified in line with Glasgow City Council procedures.
7  Learning from complaints
Complaint themes are reviewed regularly to identify improvements to communication, policy, procedure and staff training, and this learning forms part of the school’s self-evaluation and improvement planning.
We will know this policy is working when concerns are resolved at the earliest appropriate stage, complaints are handled professionally and within timescale, parents feel listened to and treated fairly, and complaint trends inform continuous improvement.
Appendix 1 — Frequently asked questions
	Question
	Answer

	What is the difference between a concern and a complaint?
	A concern is usually resolved through discussion. A complaint is a formal expression of dissatisfaction.

	Can I complain anonymously?
	Anonymous complaints are considered only where there is a significant safeguarding or public interest concern.

	Can I complain about another child?
	The school cannot discuss confidential information relating to another child or family.

	Can meetings be recorded?
	Meetings should not be recorded without the knowledge and agreement of everyone present.

	What if my complaint concerns a member of staff?
	Complaints will be investigated fairly. Employment matters remain confidential.

	Will making a complaint affect my child?
	No. Complaints are dealt with separately from a child’s education and welfare.
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