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“Ag fás is ag foghlaim le chéile”


Complaints Policy

INTRODUCTION

Gaelscoil Léim an Mhadaidh is committed to listening to its parents’ and staff views about the school.  We will take them into account when planning for the future, use them to set standards and to measure performance.  We may not always have the resources to provide the services requested, however we  will always welcome your suggestions for improvement.  We would like to hear from you whether your views are positive or negative.  Our Comments/Complaints Policy is outlined below.

1.1
A comment is a statement either verbal or written, which:

· Tells our staff and governors when you think they are doing things right.

· Cannot be described as a complaint under the definition in 1.3 below.

1.3
A complaint is:

· An expression of dissatisfaction which requires a response or may lead to investigation.

· A perceived injustice/failure of reasonable expectations on the part of a child, parent or staff member about a specific issue or issues.

1.4
A comment/complaint may be verbal, written, taped or in electronic form.

1.5
All anonymous complaints will be treated as comments on the basis that the school has no recourse to a complainant.  However, if the comment has potential implications for future criminal investigations relating to the individual concerned, the school and where appropriate Governors will look into the matter and take a decision regarding the validity of the complaint.

1.6
Where letters of complaint are submitted to the school or Governors and signed by a group, one member should be clearly identified from the outset as the contact person.

2.0
PRINCIPLES

Our Comments/Complaints Procedure aims to:

· Facilitate the school in the pursuance of its commitment to provide services to the highest standards.
· Be simple, speedy, and accessible and respect confidentiality.

· Be courteous.

· treat individuals and groups with openness, honesty, equality and inclusiveness;

· Identify and respond to the needs of our pupils, parents and staff.

· Provide a mechanism within which any issue identified can be quickly and effectively addressed.

· Provide customer-based information which helps set clear standards of service delivery, against which performance can be regularly monitored and reviewed.

3.0
PURPOSES

To:

· Address all issues arising from a complaint, in a fair and confidential manner within the time-scales set out in the Policy.

· Inform the complainant of progress and the final outcome of the complaint investigation.

· Provide information for monitoring, evaluating and improving the service.

· Enhance confidence and satisfaction.

· Provide guidance and protection for staff.

4.0
PRACTICES/PROCEDURES FOR DEALING WITH COMPLAINTS

4.1
Time-frame for dealing with complaints:

· Acknowledge written and electronically generated complaints within 5 working days.  In the event of a complaint not being acknowledged within the time-scale the Board will investigate the particular circumstances relating to the delay.

· Respond to complaint within 3 weeks (15 working days).  If this is not possible the complainant will be informed within 15 working days as to when a response might be forthcoming.
4.2
Who deals with Comments and Complaints?
· Teachers, principal, governors or outside agencies, where appropriate.

· When dealing with complaints every effort will be made to resolve the complaint at source and if resolved, details will be recorded.
· The responsibility for dealing with a complaint which cannot be resolved at source rests with the Board of Governors.

4.3
Responding to a Comment/Complaint 

· Often comments will not require a detailed reply.

· Written replies will be in jargon-free language.

· All points and issues raised in a complaint will be addressed.

Complainants are advised that they are allocated a 4 week period within which to respond to the outcome of the complaint investigation.  If the school does not hear from the complainant within this period it will assume that the complainant is satisfied.

4.4
Complaints Involving Other Agencies
A complaint may involve the school and one or more agencies.  The agency deemed appropriate to take the lead initially will have responsibility for co-ordinating and trying to resolve the complaint.  If the school, as the lead body, subsequently identifies that the complaint is the responsibility of another agency, the complaint will be formally transferred to that body and the school will undertake to inform the complainant. 

4.5
Complaints relating to Child Protection

The school acknowledges its responsibility, under the Children (NI) Order 1995 to work in partnership with other statutory agencies to promote and safeguard the welfare of children.  This partnership is facilitated by the Western Board’s Child Protection Service for schools.  

When the school receives a complaint/concern, which may be a Child Protection issue, that complaint/concern will be passed to the school’s designated officer who will decide on the appropriate course of action.  Such complaints/concerns will be dealt with in accordance with the guidance issued by the Western Area Child Protection Committee (1998) and the Department of Education (1999). 
5.0 ACCESS TO THE POLICY

· The Policy is available from the school’s office and will be available from the school’s website from Oct 2014 onwards.
6.0
WHY WE LIKE TO HEAR FROM YOU

Comments and complaints are useful to the school and its Governors because they allow us to monitor, evaluate and review our service in pursuit of continuous improvement.
A comments and complaints box is visible in the Office / P1 waiting area, with forms and time flow-chart.
This policy will be subject to review.

6.1
UNRESOLVED COMPLAINTS

These should be addressed to the school’s chairperson;
Mr Brian Tierney

Gaelscoil Léim an Mhadaidh

57 Sráid na hEaglaise

Léim an Mhadaidh

Co. Dhoire

BT49 0BX

In writing and he will try to resolve these personally with the complainant.

Other complaints related documents;
Complaints form

Complaints flow-chart

(Displayed outside office & P1 classroom area)

This policy was agreed at a Board of Governor meeting held on:________

Signed:_______________ (Chairperson)
Naíscoil & Gaelscoil Léim an Mhadaidh, 57 Sráid na hEaglaise, 
Léim an Mhadaidh, Co. Dhoire, BT49 0BX, 02877722210, 
www.gaelscoillimavady.com, info@gaelscoil.limavady.ni.sch.uk

