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A complaint may be made by email to the Head Teacher, in person, by telephone, or in
writing.

1. Principles
This Complaints Procedure will:

e encourage resolution of problems by informal means wherever possible;
e Dbe easily accessible and publicised;

e be simple to understand and use;

e be impartial;

e be non-adversarial;

¢ allow swift handling with established time-limits for action and keeping people
informed of the progress;

e ensure a full and fair investigation by an independent person where necessary;

o respect people’s desire for confidentiality (while ensuring that information is
shared with all parties involved in the complaint wherever possible);

e address all the points at issue and provide an effective response and
appropriate redress, where necessary;,

e provide information to the school’s senior management team so that services
can be improved.

e Follow relevant Government of Jersey Policies
2. Investigating Complaints
At each stage, the person investigating the complaint will make sure that they:

e establish what has happened so far, and who has been involved;

o clarify the nature of the complaint and what remains unresolved;
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meet with the complainant or contact them (if unsure or further information is
necessary);

clarify what the complainant feels would put things right;

interview those involved in the matter and/or those complained of, allowing them
to be accompanied if they wish;

conduct the interview with an open mind and be prepared to persist in the
guestioning;

keep notes

Follow relevant Government of Jersey policies

3. Resolving Complaints

At each stage in the procedure, members of staff will want to keep in mind ways in which a
complaint can be resolved. It might be sufficient to acknowledge that the complaint is valid in
whole or in part. In addition, it may be appropriate to offer one or more of the following:

4.

an apology;

an explanation;

an admission that the situation could have been handled differently or better;
an assurance that the event complained of will not recur;

an explanation of the steps that have been taken to ensure that it will not happen
again:

Vexatious Complaints

There will be occasions when, despite all stages of the procedures having been followed, the
complainant remains dissatisfied. If the complainant tries to reopen the same issue, the
Chair of Governors is able to inform them in writing that the procedure has been exhausted
and that the matter is now closed.

5. Time-Limits

Complaints need to be considered, and resolved, as quickly and efficiently as possible. The
procedure sets out time limits for each action within each stage. However, where further
investigations are necessary, new time limits can be set and the complainant sent details of
the new deadline and an explanation for the delay.



