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Complaints Policy

We are committed to delivering a quality service to all our users. We aim to take effective action to ensure standards are upheld and welcome being informed where they have not been satisfactory.  Torphins Primary School adheres to Aberdeenshire Council Complaints Handling Procedure.  This procedure was implemented following advice from the Scottish Public Services Ombudsman in conjunction with the Scottish Parliament.  The procedure went live in Aberdeenshire Council in October 2012
We believe a complaints procedure can contribute to the quality and effectiveness of the service. This policy statement sets out a procedure for parents and carers to complain about any aspect of the service. Complaints should be made constructively and every effort will be made to resolve them at an early stage. It is in the best interests of parents, carers, children and staff that complaints are dealt with fairly and confidentially.

Aberdeenshire Council has a standard 2 stage model for complaints

· Stage 1 Frontline Resolution

· Stage 2 Investigation 

Frontline Resolution 

· This is for issues that are straightforward and can often be resolved at first point of contact i.e. within school.  Emphasis is on quick resolution and frontline complaints must be resolved within five working days.  Complaints are logged and the details of the issue are recorded to improve the service. 

Investigation

· This is for issues which are not resolved at the frontline or are more complex or of a more serious nature.  The investigation and a definitive response to be provided within 20 working days.  An Investigating Officer is assigned to the complaint by the Quality Improvement Officer in consultation with an authority officer from Human Resources.  For school settings this would normally be a Head Teacher or Depute Head Teacher from another school.  Complaints are logged and the details of the issue are recorded and information gathered to improve the service.  

· In the first instance the complainant should contact the nursery staff or the class teacher for informal feedback. This may be all that is required to resolve the problem. Class teachers/nursery staff will keep the Senior Management Team informed.

· If the problem remains unresolved, the complainant should contact the Head Teacher or Depute Head teacher either by letter, telephone or in person. The Head teacher is not always immediately available, but the school administrator or clerical assistant will be happy to make an appointment at a suitable time.

· The Head teacher or Depute Head teacher will listen to the complaint and investigate the circumstances surrounding it. 

· The Head Teacher or Depute Head teacher will then deal with the problem adhering to Aberdeenshire Council Complaints Procedure.  A copy of which can be accessed at the following link  https://www.aberdeenshire.gov.uk/media/14581/complaints-procedure-customer_v6.pdf   

· If the complaint cannot be resolved at school level the complainant may contact the relevant Quality Improvement Officer at The Education Offices, Queens Road, Stonehaven. AB59 2HQ.   Alternatively, in the case of a complaint regarding nursery, the complainant may wish to contact officers of the Care Inspectorate direct Email: enquiries@careinspectorate.com or via www.careinspectorate.com  
· An Employee’s Guide to the Complaints Handling Procedure is available on Arcadia.
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Do you have any comments to make regarding this document?

Signed_____________________________________

Please tear off and return to the Head Teacher at Torphins Primary School.
