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Do you have a concern or complaint?.....This is the recommended procedure for parents/carers

We know that when parents have a concern that relates to their child at school, whether it’s pastoral, curriculum or staffing in nature, they often feel the best way forward is to ask to
see the head or deputy head or make a formal complaint elsewhere e.g. Governors/Ofsted. In our experience, many of these concerns can often be most quickly resolved by talking
first to the most appropriate person. The communication flow chart below outlines who this will be.
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When a concern is related to a
special need and you feel an
adjustment may be required to
support successful learning

Pastoral care covers our
support of your child’s individual
needs, their emotional well-
being and helping them with
any personal problems they
may be experiencing at school
or at home
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Please raise your concern with your child’s class teacher/nursery room lead in the first instance

When a concern is related to
your child’s experiences at
playtime...

When a concern is related to your
child’s experiences in the
classroom and/or their curriculum
learning...
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If you feel the class teacher has
been unable to help please contact
our Phase Leads
Nursery- Mrs Devine
EY/KS1 — Mrs Riches
KS1 — Mrs Hales
Lower KS2 — Mrs Meconi
Upper KS2 — Mr Baker

If you feel the class teacher
has been unable to help
please contact our Phase
Leads
Nursery- Mrs Devine
EY/KS1 — Mrs Riches
KS1 - Mrs Hales
Lower KS2 — Mrs Meconi
Upper KS2 — Mr Baker
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Teachers are available after school for brief, informal conversations and appointments can be made
with all of the above by contacting the school office on 0300 065 8200 or emailing
school.office@aow.uk.com
If you are writing to the school it is really helpful if you give as much information (about the background of your
concern) as possible, including who it involves, and what you would like the outcome to be.the most
appropriate person.

If you feel the class teacher has
been unable to help please
contact our Pastoral Welfare
Manager and lead DSL.:
Nursery- Mrs Devine
Mrs Palmer

If you feel the class teacher has
been unable to help please
arrange an appointment with our
SENDCo or SEND Admin:
Nursery- Mrs Devine
Miss Welch — SENDCo
Mrs Kirby — SEND Assistant

Staff WASPs (wraparound School Admin
Concern care) or General
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When a concern is related
to your child’s experiences
at WASPs wraparound
care..

Please contact reception
who will forward your
concern to Mrs Brown or
Ms Campbell

Please speak to
Mrs Browne
(PA to the Head and
Office Manager)
Mrs Stacey (Nursery)

v

Please raise your concern
to a member of the WASPs
team in the first instance
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If you feel the member of
staff has been unable to
help, please contact:
Mr Austin (Arts and
Sports manager)
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If you remain concerned after following the steps above and the recommended
timeframe for actions has been completed, please make an appointment to see our
HOS/Deputy Headteacher: Mrs Brown or Ms Campbell

If you then still remain concerned after following the steps above, please refer to our
Complaints Policy which can be found on our website and/or the flowchart below.
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Schools Complaint Flowchart

Please use this flowchart alongside our Complaints Policy

Informal Stage — Class Teacher f Member of staff
Raise a concern or complaint with the member of staff as explained in
Appendix 1

Informal Stage — Discussion with Leadership
If the concern or complaint is not resolved there will be an opportunity to
discuss the matter with an appropriate person. This maybe Headteacher,
HOS or a member of the Leadership Team

Resolved

Formal Stage — Stage 1
Complaint or concern sent in writing to the Headteacher / Head of School
for further investigation. The complaint / concern will be investigated by
the most appropriate person. A formal response will be sent.

Formal Stage — Stage 2
Complaint sent in writing to the Executive Headteacher unless involved
earlier or a member of the Trust Executive Team. The complaint will be
investigated and a formal response sent.

Formal Stage — Stage 3
Complaint sent in writing to Chair of the Local Advisory Board of the
School. The Chair will formally respond

Formal Stage — Stage 4 Appeals
You have the right to appeal at Stage 3 of the process. This must be
made in writing to the Governance Professional within 10 school days. A
panel will be convened A formal response will be sent

End of Schools Complaints Process
If the complainant is not satisfied with how the school have dealt with the complaint, they can write to the
Education and Skills Funding Agency (ESFA)
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