Monitoring and Review

The governing body monitors the complaints procedure, in order to ensure that all complaints are handled properly.  The headteacher logs all formal complaints received by the school and records how they were resolved. Governors examine this log on an annual basis and consider the need for any changes to the procedure.

Availability

A copy of this procedure is available to all parents on request and is also contained in the prospectus
Support

If you would like support in approaching the school or the Governors, Please do not hesitate to contact the parent partnership officer at County Hall, Aylesbury on 01296 382303
Please note that this procedure does not apply to issues concerning the curriculum, collective worship, admissions, exclusion appeals, decisions about your child’s special educational needs or grievances by school staff.  These are the subject of separate complaints procedures.  Copies of these procedures can be obtained from the school.




Stony Dean School

Procedure for Dealing with Concerns or Complaints

Introduction

We know how important it is to work closely with parents to do the best for all pupils. We also know that things don’t always work smoothly and we want to address any difficulties that may arise in a spirit of openness. 

We hope that parents will raise any concerns they may have as soon as possible. If you have any concerns about the school or the education provided, please discuss the matter with your child’s tutor or subject teacher at the earliest opportunity. If you feel it would be helpful to talk to a more senior member of staff including the headteacher please feel free to do so. The school considers any concerns very seriously and most problems can be resolved at this stage. 
If it cannot be resolved informally, you should make a formal complaint. This leaflet sets out the school’s procedure for addressing complaints.  It should be used only when informal attempts to resolve problems have been unsuccessful.  

Complaints will be handled by the school according to the arrangements set out below. 

Aims and Objectives

The school will give careful consideration to all complaints and deal with them fairly and honestly.  We will provide sufficient opportunity for any complaint to be fully discussed, and aim to resolve it through open dialogue and mutual understanding.

Formal Complaints Procedure

Stage 1

If you feel that a concern has not been addressed through informal discussion and you wish to have the matter formally investigated, please complete a complaint form which is available from the School Office (Annex 1).  If you would like help completing the form, the school will be happy to provide the assistance of someone unconnected with the complaint.  
If the matter is about:

· the day-to-day running of the school 

· the interpretation of school policies

· the actions or inactions of staff at the school

it will be investigated by the headteacher or a senior member of staff nominated by the headteacher 

If the matter is about:

· school policies as determined by the governing body

· the actions or inactions of the governing body

· the headteacher

then, it will be investigated by the Chair of Governors or a governor nominated by the Chair.

The person carrying out the investigation will review the way in which the complaint has been handled by the school and ensure that the issues have been dealt with properly and fairly.  He/she will normally write to you with the outcome of this process within 15 working days of receiving the complaint.

If it becomes apparent that the complaint is a disciplinary or capability issue, then the matter will be dealt with by following the appropriate procedure rather than the complaints procedure.  You will be notified if this is the case with your complaint, but you are not entitled to know which procedure or the final outcome.
Stage 2  

If you are not satisfied with the result from Stage 1, you may choose to refer your complaint to Stage 2 of the procedure.  This must be done in writing to the school within 15 working days of the completion of Stage 1.

At this Stage, the complaint will be considered by a panel of three governors who will meet to consider the complaint and make a final decision about it on behalf of the governing body. The panel will consider the manner in which the complaint was addressed and decide whether it has been properly dealt with.  The general principle is that the school should be able to produce documentary evidence to show that the complaint has received fair and proper consideration within the school’s procedure.  
The panel will consist of governors who have no detailed prior knowledge of the complaint, or connection with the complainant.  The meeting will normally take place within 15 working days of your request. 

You will have the opportunity to submit written evidence on the complaint prior to the meeting of the panel and also to attend, accompanied by a friend/partner if you wish, to put your case.  The headteacher will be given the same opportunities.  The panel will write to you with its conclusion within five working days of the meeting. 

The decision of the panel is final.  If you are still not satisfied, you may wish to put your complaint to the Secretary of State for Education and Skills.  

British Computer Society/ECDL Learner appeals policy
This policy relates to the delivery of the BCS ECDL qualification at Stony Dean School. The policy is published on the school website so that it may be accessed by students. 
For Automated Assessment the BCS requirements are: Learners who are unhappy with any aspect of the assessment process should first discuss the problem with their Centre Representative or the Centre Manager or representative within 5 working days of receiving their result. The learner must make the reasons clear at this time. 
Assessments are undertaken using automated testing software which has been approved by the ECDL Foundation. In the event of a learner raising a complaint the assessment report that will have been produced by the system will be fully discussed with the Learner. An action plan will be agreed and a further assessment date scheduled. In some circumstances the learner may be offered a re-test (e.g. if there had been hardware or software problems). If the learner is unhappy with the decision of the Centre Manager the learner must write to the Head of Centre within 5 working days who will fully review the complaint and attempt to find a solution. The Centre will keep a written record of each stage of the process with dates and outcomes. If a Learner is not able to resolve an appeal at the approved centre then he/she has the right to appeal to BCS. This may be done via the Centre Manager or direct to the BCS Quality Team in writing. Learner appeals must be made to BCS within 20 days of the date of the assessment together with the appeal fee, currently £10.00 + VAT. This fee will be refunded if the Learner’s result improves following the appeal. The address will be supplied on request. 
BCS will acknowledge receipt of the appeal and advise the Learner or centre of the timescale for a decision. The BCS Representative will investigate the circumstances of the appeal and make a report to the appeals panel. In very exceptional cases, the appeals panel may request the Centre Manager possibly accompanied by the Learner, to attend a meeting of the panel to provide further explanation of the circumstances of the appeal. Appeals panel decisions will be given in writing to the Centre Manager and the Learner and are final.
