CORNWALLIS ACADEMY COMPLAINTS PROCEDURE

Adopted by NLL Academies 01 September 2007

Problems can and do occur in any organisation as large as ours. We are committed to providing a first class
service and to that end would like to make clear our policy for dealing with any difficulties you might encounter.
All matters will be dealt with confidentially and sensitively. If you would like to discuss this policy further please
contact us.

If there is a problem relating to your child at the Academy, the following procedure should be followed:
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tutor or Director of Learning. If the problem relates to a particular subject, parent/s should
contact the relevant class teacher or Head of Department. Parent/s should expect to receive at
least an initial response within 24 hours.

(b) If the problem is unresolved, parent/s should then contact the senior member of staff assigned to
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Again, a response should normally be received within 24 hours.

Problems which remain unresolved following that stage of the procedure should be referred to the Head of
Academy.

It may be that at this stage parent/s will be asked to provide a written account of the problem and actions which
the Academy has taken to date.

Problems which still remain unresolved following that stage of the procedure should contact Chris Gerry,
Executive Head teacher.

If, after following the above procedures, parent/s are still not satisfied with the resolution offered by the
Academy, then the following should occur:

e The matter should be referred by the parent/s, in writing, to the Chairman of Governors, C/o The Clerk to
the Governors at the Academy. The letter should include a full account of the complaint, together with
details of the actions taken by the Academy to date.

e Within one week of receipt of the letter, a meeting will be convened with the Chairman of Governors to
which parent/s will be invited.

e The Chairman of Governors may also invite to the meeting those members of staff whom he deems
appropriate. (A panel consisting of at least three people who were not directly involved in the matters/s
detailed in the complaint may be included in the meeting). Parent(s) will be advised of the names of those
staff prior to the meeting.

e Parent/s may be accompanied at the meeting by a friend or representative should they so wish.

e At his/her discretion, the Chairman of Governors may elect that a fellow governor/governors join him at
the meeting. In such cases, parent/s will be advised of the names of those governors prior to the
meeting.

e The Chairman of Governors may invite an independent person (not involved in the running of the school)
onto the panel if he/she deems this appropriate.

o |f deemed appropriate; the minutes, or part of the minutes, of the panel may be kept confidential

e The outcome of such a meeting will be notified by the Chairman of Governors, in writing, to the parent/s
and the Headteacher, within 24 hours.

Records of all formal complaints will be kept centrally with the clerk to the governors.
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