Ysgol Maes Hyfryd

Specialist High School
Ysgol Uwchradd Arbenigol

1. Introduction

The Governing Body is committed to dealing effectively with complaints. Our
definition of a complaint is ‘an expression of dissatisfaction in relation to the
school or a member of its staff that requires a response from YMH."

This Complaints Procedure supports our commitment and is a way of ensuring
that anyone with an interest in YMH can raise a concern, with confidence thg
will be heard and, if well-founded, addressed in an appropriate and tigg
fashion.
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4. What we expect from you

We believe that all complainants have a right to be heard, understood and respected.
We expect you to be polite and courteous. We will not tolerate aggressive, abusive or
unreasonable behaviour. We will also not tolerate unreasonable demands or
unreasonable persistence or vexatious complaining
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1. Our approach to answering your concern or complaint

We will consider all your concerns and complaints in an open and fair way.

At all times, YMH will respect the rights and feelings of those involved and make
every effort to protect confidential information.

Timescales for dealing with your concerns or complaints may need to be extg
following discussion with you. -

We will consider all your concerns and complair anop d fair way. .
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Answering your concern or complaint

The chart in Appendix A shows what may happen when you make a complaint
or raise a concern. There are up to three Stages: A, B and C. Most complaints can
be resolved at Stages A or B. You can bring a relative or companion to support

you at any time during the process but you will be expected to speak for yourself.
However, we recognise that when the complainant is a pupil it is reasonable
the companion to speak on their behalf and/or to advise the pupil. .

-

As far as possible, your concern or complaint will be dealt with g idential
basis. However, there could be occas g with your
concern or complaint will need to consider whether anyone €ge within YMH needs

to know gncern or complaint, so as to address it @ppropriat
upil

-——

Blsc 2 concern or bring a compla
aregs). If you ar
w a8y ask your
ST ' r interview

/OU.
-

y

‘.



Ysgol Maes Hyfryd

Specialist High School
Ysgol Uwchradd Arbenigol

Stage A

If you have a concern you can often resolve it quickly by talking to a teacher. You
should raise your concern as soon as you can; normally we would expect you to raise
your issue within 10 school days of any incident. The longer you leave it the harder it
might be for those involved to deal with it effectively. '

If you are a pupil, you can raise your concerns with your school council
representative, or class teacher. This will not stop you, at a later date, frog
complaint if you feel that the issue(s) you have raised have not bgg

properly.
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school days.

If your complaint is about the headteacher, you should put your complaint in
writing to the chair of governors, addressed to the school, to ask for your complaint
to be investigated.

Stage C -
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Normally, in order to deal with the complaint as quickly as possible, the
Complaints Committee will not reschedule the meeting more than once. If you ask
to reschedule the meeting more than once, the committee may think it
reasonable to make a decision on the complaint in your absence to avoid
unnecessary delays.

We aim to write to you normally, within 10 school days of the meeting
explaining the outcome of the governing body’s Complaints Committee’s
consideration.

The governing body’s Complaints Committee is the final arbiter of g
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Both the chair of governors and vice chair of governors
The complaint will be referred to the clerk to the governing body who will

inform the
chair of the complaints committee. Stage C of the complaints procedure
will then apply.
i. The whole governing body
The complaint will be referred to the clerk to the governingSesiC
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Stage A: Raise your concern with the teacher or designated
Issue resolved

person within 10 school days. —_— —_—

3 Issue not resolved Write to the headteacher (or designated person as advised
2 by the school) within five school days.
g
g Stage B: Headteacher* or other person designated by the ‘
o school will investigate your complaint and meet you. You will Complaint resolved
é receive a letter within 10 school days of receiving your letter with
S the outcome.
(=)
=
© Complaint Stage C: Write to the chair of governors** within five
% not resolved school days.
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BL = omplaint heard by governing body complaints committee

within 15 school days of receiving your letter.

) mpl'aints
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You will be informed of the outcome within 10 school days. = Complaint resolved ‘

* If the complaint is about the headteacher you should write to the chair of governors.

** |f the complaint is about the chair of governors you should write to the vice chair.

All timescales shown are targets and are flexible; however it is in everyone’s best interest to resolve a complaint as soon as possible.

The school will work with you to ensure that the time allowed to deal with your concern or complaint is reasonable and helps to achieve an answer to the
problem.
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APPENDIX B

Please complete this form and return it to the Headteacher/Clerk to the
Governing Body, who will acknowledge its receipt and inform you of the next
stage in the procedure.

Your name

Relationship  with  school

_ arent of a pupil at YMH)
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Signature: Date:

School Use:
Date Form received:
Received by:

.| Date acknowledgement sent:




