
 

 

 

 
 

 
 
 
 
 
 
(This policy is written with reference to DfE Guidance: Best Practice Advice for School 
Complaints Procedures 2016)  
 
REPORTING AND MANAGING CONCERNS AND COMPLAINTS     

Any person, including members of the public, may make a complaint about the 

provision of facilities or services the School provides, unless statutory procedures 

apply such as exclusions or admissions.  

 

This procedure does not apply to complaints about: 

• Admission to school 

• Statutory assessments of Special Educational Needs 

• Matters likely to require a Child Protection investigation 

• Exclusion of children from school 

• Whistleblowing 

• Staff grievance and disciplinary procedures 

• Complaints about services providers by other providers who may use the 

school’s premises or facilities 

In these cases there are separate and statutory procedures 

 

The school will not respond to anonymous complaints under this policy. However, 

the Headteacher and/or Chair of Governors will consider whether the issue and 

fear of identification are genuine or the issue is one of child protection. 

 

Any complaints about members of staff be initially dealt with by the Headteachers 

PA or through complaints@brookfield.hants.sch.uk  

  

If a person has a concern or complaint the School would like to be notified as 

soon as possible so that the matter can be investigated and resolved as soon as 

possible.  It is difficult to investigate an incident that occurred some time ago.  

  

It is hoped that most concerns/complaints can be sorted quickly by speaking with 

the child’s Tutor or Subject Teacher.  To manage a concern/complaint in this way 

the parent/carer should contact their child’s Tutor or Subject Teacher in writing or 

via email.  The Staff member will then arrange a meeting so that the matter can be 

discussed face to face.    

  

If, however, it is believed that the concern is of a serious nature and should be 

managed by  

a senior staff member, in the first instance, contact can be made via Reception 

and an appointment can be made with the most appropriate member of staff. 
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If we cannot meet the timescales set out in the policy, we will provide a clear 

explanation of the reason for this along with details of the indicative timescales. 

 

If a complainant is dissatisfied with the initial response then reference to the 

General Complaints Policy and Procedures, outlined below, may be considered.  

  

GENERAL CONCERNS AND COMPLAINTS:  THE SCHOOL’S POLICY AND 

PROCEDURES 

 

PRINCIPLES    

 Within the context of the school’s policy and procedures, a ‘concern’ is defined as, 
‘an expression of worry or doubt over an issue considered to be important for 
which reassurances are sought.’ A complaint is, ‘an expression of dissatisfaction, 
however made, by a parent or person with a legitimate interest in the school, but 
not employed to work at the school, about school policies or procedures, the 
conduct, actions or omissions of members of staff employed at the school and the 
standards of learning and teaching.’  It should reflect the information you have 
currently received, with an acknowledgement that the information may not 
accurately reflect the totality of the situation.  
  

Complaints fall into two categories. Those concerning statutory provision, and 

those related to the delivery of education and everyday occurrences within the 

school. The initial procedures are the same in both cases but in the case of a 

complaint about statutory provision, if the complainant is not satisfied with the 

outcome, they have the right of appeal to the Local Authority (LA).   

  

Initially most complaints will be verbal. There is not a requirement for 

parents/carers to put their complaint in writing at the initial stages.  When making 

a complaint, however, whether verbal or written, the tone should always be 

courteous.  Emotive, accusatory or defamatory statements are unacceptable.  

Complainants should only represent their own views and should not seek to 

present themselves as a self-appointed spokesperson for others.  

  

PERSISTENT COMPLAINANTS   

Where the complainant remains dissatisfied, despite the School demonstrating 

that it has followed all stages of the complaints procedure and has taken every 

reasonable step to address the complainant’s needs, it will not be considered 

good use of the School’s time and resources to continue to respond to 

communications which make substantially the same point.  If the complainant tries 

to re-open the same issue, the Chair of Governors will inform the complainant that 

the procedure has been completed and that the matter is now closed.  

 

DUPLICATE COMPLAINTS 
After closing a complaint at the end of the complaints procedure if the school 
receives a complaint from: 

• a spouse 

• a partner 

• a grandparent 

• a child 

Should the complaint be about the same subject then the school will inform the new 
complainant that it has already considered that complaint and the local process is complete. 
We will ensure that we do not overlook any new aspects or evidence brought to light through 
the new complaint, 
 
COMLAINT COMPAIGNS 
Should the school become the focus of a campaign and receive large volumes of complaints: 

• all based on the same subject 



 

• from complainants unconnected with the school 

We may respond by: 

• sending a template response to all complainants 

• publishing a single response on the school’s website 

 

MANAGING CONCERNS AND COMPLAINTS - INFORMAL  

 

Initial Informal meeting 

When a concern has been raised you may receive a telephone call from the 

member of staff to discuss your concerns, or you may be invited to attend a 

meeting with the member of staff to discuss the matter face-to-face. 

 

If you are invited to a meeting, you are welcome to bring a friend, partner or, in the 

case of a student who has raised a concern, a parent along for support. It may be 

appropriate for a student to attend the meeting depending upon the nature of the 

issue. 

 

Middle Leader Resolution 

If the initial attempt at a resolution has been unsuccessful then the complaint will 

be passed on to a middle leader such as a Learning Leader or a House Leader. If 

the complaint is about a Middle Leader, or has been dealt with by a Middle 

Leader, then it will be progressed immediately to Senior Management resolution. 

 

Senior Management Resolution 

All staff will do their best to ensure that your concerns are dealt with appropriately and 

efficiently, but if an agreement cannot be reached, or if you are dissatisfied with the 

outcome, you can make a request to the Headteacher’s PA for a member of the senior 

leadership team to follow up the complaint. The school will assign a member of the Senior 

Leadership team to review the complaint and will organise a meeting to hear your concerns 

and work to resolve the issue. We aim to resolve your complaint within 10 school days. 

 

Most complaints will be resolved by this stage, however should they not then you will be 

invited to a meeting with the Deputy Headteacher. There is no prescribed timescale for 

resolution at this stage given the importance of dialogue and informal discussion, although 

we expect to resolve most issues within 10 school days. 

 

If your complaint is about the Headteacher you should make your complaint in writing to 

Chair of Governors as described in stage 2 below. 

 

CONFIDENTIALITY    

The Complaints Procedure will comply with the requirements of the Data 

Protection Act, Freedom of Information Act and General Data Protection 

Regulations.  Conversations and correspondence will be treated with discretion, 

however, in the operation of the complaints procedures all parties need to be 

aware that some information may need to be shared with others involved in the 

process.  

  

MANAGING CONCERNS AND COMPLAINTS FORMALLY     

To ensure that complaints are managed with efficiently and effectively, Brookfield 

Community School deals with formal complaints in three stages.  

  

FORMAL STAGE ONE: REFERRAL TO THE HEAD TEACHER  

1. The complainant should write to the Headteacher, giving details of the concern 

and enclosing any appropriate paperwork.  



 

2. The Headteacher (or designate) reserves the right to reallocate the 

investigation to another member of the school staff if the complaint hasn’t 

followed the informal procedure or has been sent directly to the Headteacher 

and has been adjudged by the Headteacher to be more appropriately 

managed by a member of the team.  

3. The Headteacher (or designate) will respond within 5 working days of 

receiving the complaint.  At this stage, the Headteacher may invite you to a 

meeting to set up to discuss the complaint in detail and to supplement any 

information provided initially.  If the complaint requires an in-depth 

investigation, the Headteacher (or designate) will acknowledge receipt of the 

complaint within five working days and will advise the complainant that a full 

response will take longer than usual.  A full response will then be provided 

within 20 working days.  If extenuating circumstances create an unforeseen 

delay, the complainant will be informed.  

4. If necessary, the Headteacher (or designate) will interview witnesses and take 

statements from those involved.  Written records of all communications about 

the complaint will be kept.  

5. Once the investigation has been completed, the Headteacher (or designate) 

will provide a full response for the complainant.  This will be in writing and it 

will outline the actions that have or will be taken.  If a decision is made not to 

take any further action, the Headteacher will explain what has been decided 

and how that decision was reached.  A meeting may be convened if 

considered more appropriate to resolve the matter directly.  

If the complainant is not satisfied with the outcome of the response from the 

Headteacher, they will be advised to proceed to Stage Two.    

 

The complainant should write to the Chair of the Governing Body within 10 

working days of the outcome of Stage One, via the school’s address, setting out 

the details of the complaint.  The Chair of the Governing Body will confirm with the 

Headteacher that Stage One of the Formal Complaints Procedure has been 

exhausted.  

  

Following receipt of the letter, the Chair of the Governing Body/Clerk to the 

Governing Body will contact the complainant to acknowledge receipt of the 

complaint.    

  

FORMAL STAGE TWO: REFERRAL TO THE CHAIR OF GOVERNORS  

1. The Chair of Governors will acknowledge the complaint or offer a full response 

in writing, within 5 working days of the complaint being received.  If further 

investigation is required, the Chair of Governors will acknowledge receipt of 

the complaint within 5 working days and will advise the complainant that a full 

response will be provided within 20 working days.  If extenuating 

circumstances create an unforeseen delay, the complainant will be informed.  

2. The Chair of Governors may invite the complainant to attend a meeting to 

discuss the complaint and possible solutions, or to explain what actions will or 

may be taken because of the complaint.  

3. The Chair of Governors will keep a record of all communications with the 

complainant and any decisions made with reference to the complaint.  

4. If a decision is made not to take any further action, the Chair of Governors will 

explain, in writing, what has been decided and how that decision was reached.  

A meeting may be convened if considered more appropriate to resolve the 

matter directly.  

If the complainant is not satisfied with the outcome of the response from the Chair 

of Governors, they will be advised to proceed to Stage Three.   

   



 

The complainant should write to the Clerk to the Governing Body within 10 

working days of the outcome of Stage Two, via the school’s address, setting out 

the details of the complaint.  The Clerk to the Governing Body will confirm with the 

Chair of the Governing Body that  

Stage One and Stage Two of the Formal Complaints Procedure have been 

exhausted.    

  

The Clerk to the Governing Body will acknowledge receipt of the complaint within 

5 working days.  

  

FORMAL STAGE THREE: REFERRAL TO THE GOVERNING BODY’S COMPLAINTS  

PANEL   

1. The Clerk’s acknowledgement will inform the complainant that the complaint 

will be heard by a panel of three governors from the Governing Body within 20 

working days of receiving the complaint.  (The Panel members will have had 

no prior involvement with the complaint.  The Chair of the Panel will be 

nominated from within the group of Panel members). Where it is not possible 

to find a mutually convenient date within the timescale, all reasonable steps 

will be taken to agree a time and date mutually convenient to all parties.  The 

complainant will be given the opportunity to submit additional supporting 

information prior to the meeting.   

  

The main purpose of the Complaints Panel is to:  

• Ensure that the complaint has been properly managed by the 

Headteacher and Chair of Governors  

• Ensure that an efficient and comprehensive investigation was 

undertaken  

• Ensure that the Complaints Policy was followed, and the correct 

procedures applied  

  

2. The Clerk will write to the complainant, Headteacher and witnesses to inform 

them of the data and time of the Panel meeting at least 5 working days in 

advance of the meeting.    

3. The complainant will be informed of their right to be accompanied to the Panel 

meeting by a friend/advocate.  The letter will also detail how the meeting will 

be conducted and the complainant’s right to submit further written evidence to 

the Panel, if relevant to the complaint.    

4. The Headteacher and Chair of Governors will be asked to prepare a written 

report in response to the complaint to present to the Panel and provide any 

further paperwork that is considered relevant for the Panel to consider the 

complaint fully.  The Headteacher may also invite members of staff directly 

involved in matters raised by the complainant to attend the Panel meeting.  

The involvement of staff, other than the Headteacher, is subject to the 

discretion of the Chair of the Panel.  The Headteacher and Chair of Governors 

will also be invited to bring a representative or member of staff for support.  

5. All relevant information will be shared with the members of the Panel, the 

complainant, the Headteacher and others invited to the Panel meeting, at least 

5 working days in advance of the Panel meeting.  

6. The intention of the Panel meeting is to resolve the complaint and to achieve a 

reconciliation between the school and the complainant.  It should be 

recognised, however, that it may only be possible to establish facts and make 

recommendations that will satisfy the complainant that his/her complaint has at 

least been taken seriously.  

7. The Panel meeting will allow for the complainant to explain their complaint and 

for the Headteacher to explain the School’s response.  The Headteacher will 

be offered the opportunity to question the complainant about their complaint 

and, similarly the complainant will be able to question the Headteacher about 



 

the School’s response.  Panel members will have the opportunity to question 

both the complainant and  

Headteacher.  All parties have the right to call witnesses, subject to the Chairs 

approval, and all parties have the right to question witnesses and the final 

statements presented by the complainant and Headteacher.      

8. The Panel will consider the complaint and all the evidence presented to:  

a) reach a unanimous or majority decision and  

b) decide upon the appropriate action to be taken to resolve the complaint 

and  

c) where appropriate, suggest recommended changes to the School’s 

systems or procedures to ensure that problems of a similar nature do 

not occur in the future  

9. A written statement outlining the decision of the Panel will be sent to the 

complainant, Headteacher and Chair of Governors within 5 working days.  The 

letter will include a summary of the issues, an outline of the main points of the 

discussion, the reasons for the decision and the proposed actions or outcome.  

The Panel may suggest that the complainant meet with the Headteacher 

and/or Chair of Governors to agree a way forward.  The letter may also set out 

recommendations which will be made to the Governing Body.  

The School will ensure that a copy of all correspondence and notes are kept on 

file.  

  

FORMAL STAGE FOUR – FORMAL COMPLAINT TO THE LOCAL AUTHORITY,  

HAMPSHIRE COUNTY COUNCIL  

This stage is available to parents/carers if they are dissatisfied with the way in 

which the Governing Body have managed a complaint.  

  

Complainants can also complain directly to the County Council when the 

complaint is against the Council rather than the School.  All complaints about 

education services should go via the County Council’s formal complaints process.  

  
If a complainant takes their complaint to the local authority, the Children’s 

Services complaints team will be responsible for managing the complaint and will 

be the complainant’s point of contact.  

  

A Panel consisting of the Assistant County Education Officer and two elected 

members of Hampshire Education Committee, who do not have personal 

involvement with Brookfield Community School, will consider the complaint.  

The complainant will be invited to present their case to the Panel and will be 

notified, in writing, of the outcome.  

  

FORMAL STAGE FIVE – FORMAL COMPLAINT TO THE SECRETARY OF STATE FOR 

EDUCATION  

Complainants have a right to take complaints to the Secretary of State for 

Education claiming the Governing Body or the local authority is acting or 

proposing to act unreasonably; Section 496 of the Education Act 1996.  If the 

complainant considers that the Governing Body or local authority has failed to 

discharge its duties under Section 497 of the same Act, this complaint may also 

be presented to the Secretary of State for Education.  

Local Government Ombudsman:  Complaints about the maladministration of 
local authority services, including the way it operates any general school 
complaints, can be made to the Ombudsman.  The Ombudsman does not 
consider internal management matters.  
  



 

CODE OF CONDUCT   

Brookfield Community School is committed to managing all complaints fairly and 

impartially and to provide a high-quality service to those who complain.  We will 

not normally limit the contact complainants have with the school.  However, in 

operating from a position of mutual respect, we do not expect our staff to tolerate 

unacceptable behaviour and will act to protect staff from that behaviour, including 

that which is abusive, offensive or threatening.  

  

RESPONDING TO UNREASONABLE COMPLAINANTS  

The School defines unreasonable complainants as ‘those who, because of the 
frequency or nature of their contacts with the school, hinder our consideration of 
their or other people’s complaints.’   
A complaint may be regarded as unreasonable when the person making the 

complaint:  

• refuses to articulate their complaint or specify the grounds of a complaint 

or the outcomes sought by raising the complaint, despite offers of 

assistance;   

• refuses to co-operate with the complaints investigation process while still 

wishing their complaint to be resolved;  

• refuses to accept that certain issues are not within the scope of a 

complaints procedure;   

• insists on the complaint being dealt with in ways which are incompatible 

with the School’s complaints procedure or with good practice;   

• introduces trivial or irrelevant information which the complainant expects to 

be considered and commented on, or raises large numbers of detailed but 

unimportant questions, and insists they are fully answered, often 

immediately and to their own timescales;  

• makes unjustified comments about staff who are trying to deal with the 

issues, and seeks for them to be replaced;  

• changes the basis of the complaint as the investigation proceeds;   

• repeatedly makes the same complaint (despite previous investigations or 

responses concluding that the complaint is groundless or has been 

addressed);  

• refuses to accept the findings of the investigation into that complaint where 

the School’s complaint procedure has been fully and properly implemented 

and completed including referral to the Department for Education;  

• seeks an unrealistic outcome;   

• makes excessive demands on the School’s time by frequent, lengthy, 

complicated and stressful contact with staff regarding the complaint in 

person, in writing, by email and by telephone while the complaint is being 

dealt with.  

  

A complaint may also be considered unreasonable if the person making the 

complaint does so either face-to-face, by telephone or in writing or electronically:  

• maliciously;  

• aggressively;  

• using threats, intimidation or violence;  

• using abusive, offensive or discriminatory language;  

• knowing it to be false;  

• using falsified information;  

• publishing unacceptable information in a variety of media such as on social 

media websites or in newspapers.   

  

Complainants are asked to limit the numbers of communications with the School 

while a complaint is being progressed.  It is not helpful if repeated correspondence 

is sent (either by letter, phone, email or text) as it could delay the outcome being 



 

reached.  Whenever possible, the Headteacher or Chair of Governors will discuss 

any concerns with the complainant informally before applying an ‘unreasonable’ 

marking.   

  

If the behaviour continues the Headteacher will write to the complainant explaining 

that their behaviour is unreasonable and asking them to change it.  For 

complainants who excessively contact the School causing a significant level of 

disruption, we may specify methods of communication and limit the number of 

contacts in a communication plan.  This will usually be reviewed after 6 months.  

  

In response to any serious incident of aggression or violence, the concerns and 

actions taken will be put in writing immediately and the police informed. This may 

include banning an individual from the School.  

  

BARRING FROM THE SCHOOL PREMISES  

Although fulfilling a public function, schools are private places and safeguarding 

students and staff is the Headteacher’s primary responsibility.  The public has no 

automatic right of entry.  The School will, therefore, act to ensure that the site 

remains a safe place for students, staff and other members of our School 

Community.   

  

If a parent’s/carer’s behaviour is a cause for concern, the School will ask him/her 

to leave the school premises.   In serious cases, the Headteacher will notify the 

parent/carer in writing that their implied licence to be on the School’s premises 

has been temporarily revoked subject to any representations that the parent/carer 

may wish to make. 

  

The School will always give parents/carers the opportunity to formally express 

their views on the decision to bar in writing to the Governing Body. The decision to 

bar will then be reviewed by the Governing Body, considering any representations 

made by the parent/care and either confirmed or lifted.  If the decision is 

confirmed the parent/carer will be notified in writing, explaining how long the bar 

will be in place.  Anyone wishing to complain about being barred can do so, by 

letter or email, to the Headteacher or Chair of Governors.  Complaints about 

barring cannot, however, be escalated to the Department for Education.  Once the 

School’s own complaints procedure has been completed, the only remaining 

avenue of appeal is through the Courts; independent legal advice must therefore 

be sought.  

  

GOVERNING BODY REVIEW AND MONITORING OF COMPLAINTS  

The Headteacher will report annually to the Governing Body on the number of 

formal complaints received and the levels at which they have been resolved.  No 

details identifying the complaint, or any member of staff will be published.  

  

STAFF COMPLAINTS  

Staff who have a concern about a colleague or volunteer in School should refer to 

the Whistleblowing Policy.  This can be accessed via the website or on POOL.  

  

COMPLAINTS POLICY REVIEW  

The Governing Body will review this policy every three years, or sooner if there 

are legislative changes.  The Governing Body will also review the policy following 

a Complaint Panel 

Meeting to ensure that it met the requirement to provide an efficient, fair and 

impartial complaints procedure.  

  

Appendix 1:  Concerns or Complaints about the School’s Curriculum, Religious 

Education and Related Matters  



 

Appendix 2:  Guidance to Staff for Managing Concerns  

Links to: Admissions Policy; Statutory Assessment of SEN; External Exams; 

Exclusions Policy; Child Protection Policy.  

Appendix 3: Initial Parent/Carer concerns: Code of Conduct 

  



 

 

APPENDIX 1 

 

 

ALL CORRESSPONDENCE BETWEEN HOME AND SCHOOL WILL BE  

CONDUCTED IN A MUTUALLY RESPECTFUL AND COURTEOUS  

MANNER  

 

PRINCIPLES  

 The Governing Body, Headteacher and Staff of Brookfield Community School 

endeavour to work in partnership with parents and carers. We believe that informal 

discussion and open and honest communication is the best way of resolving 

differences of opinion. However, the resolution of disagreements between the 

School, parents and carers needs to be structured in such a way that all parties 

know and understand the process through which a complaint will be managed.  
  

COMPLAINTS PROCEDURE  

 All local authorities are required to set up procedures, approved by the Secretary of 

State for Education, for handling complaints about the actions of governing bodies 

and/or local authorities on the curriculum.    
  

For complaints against the School’s Governing Body, the first formal stage of the 

process is for the Governing Body to consider the complaint. If the complainant is not 

satisfied with the Governing Body’s response, he or she can present their complaint 

to the local authority.  (Complaints that are just about the local authority’s powers or 

functions only need to be considered by the local authority).  
  

Parents may use the complaints procedure if they believe that either the Governing 

Body or local authority are failing to:  

• provide the National Curriculum in the School or for a student;  

• follow the law on charging for school activities such as school trips;  

• offer only approved qualifications or syllabuses;  

• provide religious education and daily collective worship;  

• provide the information that a parent may reasonably require; 

carry out any other statutory duty relating to the curriculum  

  

COMPLAINTS CONCERING THE CURRICULUM 

RELIGIOUS EDUCATION AND RELATED MATTERS 



 

APPENDIX 2 

 

 

 

 

By bringing a concern or a complaint to the attention of a member of staff, a parent is 

allowing the School to manage the process informally in the first instance.  If a 

satisfactory resolution can be found at this stage, this is the most helpful way to 

retain positive relationships between home and school.  

  

Please make every effort to adhere to the following advice (whether you are 

addressing a complaint on the telephone or in person) when managing this stage of 

the complaints procedure:  

  

• Be courteous and patient.  

• Explain who you are – if unknown to the parent – and explain why you are 

managing their concern.  

• Ask for their name and use it.  

• Give time to the parent to let them share their concern.  As long as they do not 

become aggressive or abusive, allow them to let off steam if this is what they 

need to do.  

• Treat all concerns seriously.    

• Listen carefully and sensitively to their concerns before replying or attempting 

to find a solution.    

• Treat each complaint individually and don’t refer to other similar complaints 

that you may have received.  

• Try to ensure that you know exactly what their concerns are.  If the parent is 

upset or angry they may not always be very clear in the detail.  

• Explain to the parent what action you will now take, when you intend to get 

back to them again and by what means.   

• Wherever reasonable, manage the situation yourself.  If you need to refer to 

another member of staff, explain why you are doing this so that the parent 

does not assume that you do not want to hear their concern.    

• A staff member may invite their line manager or senior member of staff to join 

a meeting with a complainant.  
   

  

Aspire ⚫ Act ⚫ Achieve  
  

MANAGING CONCERNS AND COMPLAINTS 

PROCEDURES GUIDANCE FOR STAFF 



 

APPENDIX 3 

 

 
 

 

• Concerns should be addressed to the person who was most heavily involved in the incident, 
unless it is of a very personal nature to do with that staff member, in which case it should be 
addressed to their Head of Department or House Leader.  

 

• In line with the Complaints Policy and Procedures, the Headteacher should not be involved 
immediately and should only become involved when the correct procedure has been 
followed in order to allow a suitably neutral review of your concern if necessary.  

 

• Inflammatory comments or statements should be avoided and the tone should be courteous 
and respectful at all times. Emotive and accusatory words such as ‘disgusting’, use of capitals 
or defamatory statements should not be included.  

 

• The concern you are raising should reflect the information you have currently received; the 
assumption should be that you have one version of the matter which is a concern, rather 
than concluding you have the totality of the information. You should be seeking to ascertain 
further information from the school direct.  

 

• Each concerned parent/carer will represent their own views and should not seek to present 
themselves as a self-appointed spokesperson for others.  

 

• We aim to deal with all concerns seriously and work swiftly to resolve them. There is no 
need to threaten the school with the Governing Board, LA or Ofsted as a means to fast-
forward your concern.  

 

• Meetings will be arranged where and when it is deemed necessary. Concerns around safety 
or child protection will be dealt with immediately otherwise appointments will need to be 
made in advance to be seen by a member of staff. Parents or carers who arrive on school site 
demanding to see a member of staff will be asked to book an appointment and come back at 
this time.  

 

• Any concerns and complaints which are received which do not comply with our expectations 
will be returned unattended until the communications meet the expectations outlined 
above. Parents/carers who breach the terms will be subject to restricted access to staff.  

 

• These standards apply to written and verbal concerns/complaints 

INITIAL PARENT/CARER CONCERNS: CODE OF CONDUCT 


