Callander Primary School and Nursery
Complaints Policy and Procedures

Rationale

Within our schools we have an agenda of continual improvement and strive to provide the best possible service for all our stakeholders.

Occasionally however, there may be concerns or anxieties expressed by anyone involved in the school community, whether child, parents and carers or staff.

It is vital, at these times, that all stakeholders are aware of our efforts towards continual improvement and also the procedures surrounding making an enquiry or a complaint about some aspect of school life.

This policy sets out the framework for such occasions. 
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       Callander Primary School and Nursery
Policy and Procedures relating to

Complaints

(Staff)

Rationale
This policy will explain the procedures involved if a staff member wishes to make a formal complaint.

Aims

To ensure that if you, as a member of staff, make an enquiry or complaint, it will be dealt with timeously and efficiently.

To provide you with full information about what will happen as a result of the enquiry or complaint.

To reassure you that you will not be penalised in any way as a result of the enquiry or complaint.

To ensure that you are given the opportunity to talk freely and privately.

Procedure

Complaints should be discussed with the head teacher or if the complaint is regarding the head teacher, with the depute head teacher.  

If it is not possible to discuss the complaint with either the head teacher or depute head teacher, contact should be made with our Link Officer.  
If you feel you need support, contact your local union representative to enable you to liaise effectively with management.

If there is no satisfactory solution at any of these levels within the service, your union representative will advise you of the next steps.

The final solution would be to enter formal negotiations between your union and the Head of Service.
Callander Primary School and Nursery
Policy and Procedures relating to

Complaints

(Parents/Carers)

Rationale

This policy will explain the procedures involved if a parent or carer wishes to make a formal complaint.

Aims

Any enquiry or complaint will be dealt with quickly and efficiently following Stirling Council’s complaints procedures.

An opportunity will be provided to discuss matters in confidence.

Information will be given about what will happen as a result of the complaint or enquiry.

All complaints will be dealt with fairly with no reproach.

Procedure

Leaflets outlining the procedures which should be taken by parents wishing to make a complaint, will be available within the school and on the school website.

Parents are encouraged in the first instance, to speak to the class teacher about any concerns that they may have.  This can be done in writing or by making an appointment to speak to the teacher at a convenient time.
The class teacher will listen to and reflect upon the comments made.  The class teacher will inform the Head teacher about the complaint or enquiry.

If the complaint is regarding the class teacher or the depute head teacher, parents should make contact with the head teacher.   If the complaint is regarding the head teacher, contact should be made with the depute head teacher.

If a successful resolution cannot be achieved within the school, parents should make contact with Education at Wolfcraig.
Callander Primary School and Nursery
Policy and Procedures relating to

Complaints

(Children)

Rationale

Sometimes children may be dissatisfied about an aspect of school life and it is for this reason that we have put in place a system for listening to the enquiries and complaints of children.

We want to assure children that if they are unhappy about something, we will listen to their concerns and will act upon what they tell us.

Aims

To listen to any complaints quickly and effectively.

To reassure the child that there will be no negative repercussions as a result of making a complaint or enquiry.

To ensure that any complaint or enquiry will be listened to privately and sensitively.

To provide information as to how the complaint or enquiry will be dealt with and what the outcome will be.

Procedures

In the first instance children should speak to their class teacher about their concerns.  The teacher will listen to their concerns sympathetically.
If the class teacher is able to resolve the situation, they will.  Feedback will be given to the complainer about the actions to be taken.

If the teacher is unable to resolve the situation, the head teacher will be informed and an appointment will be arranged for the child to have a meeting with the head teacher.

If the complaint or enquiry is regarding the class teacher, the child should arrange to speak to the head teacher.

How to Complain.

Sometimes children are not happy with something that is happening at school.

You can do something about it.

Staff in the school promise to:

Listen to your complaints.

Reassure you that it is OK to complain reasonably.

Make sure that your complaint remains private.

Let you know how we are going to deal with your concern.

What should you do.

You should try to explain your concern or complaint to your class teacher.

If your class teacher can help, they will. 

If you need to speak to Mrs Starkey, ask to make an appointment to see her.

If you cannot speak to your class teacher or Mrs Starkey, please put your complaint in writing either by letter or email (callaps@stirling.gov.uk) and Mrs Starkey will get in touch as soon as possible.
Callander Primary School and Nursery
Complaints Procedure

If you have a complaint concerning your child or an incident at our school, please follow these guidelines, proceeding down the list until you are satisfied with the outcome.

Contact the class teacher in the first instance by writing to them or arranging an appointment to see them at school.

Contact Tanya Starkey, Head teacher 

Through the school office by telephoning 01877 331576.
If no satisfactory outcome is achieved concerns and complaints can then be forwarded either in writing or by telephoning Wolfcraig (0845 277 7000)

Prior to contacting Wolfcraig however, complaints must be taken to the head teacher.
