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Headlands School/Residential Homes
Complaints Procedure policy

Introduction

It is recognised that the day to day of working with children, young people and families may result in the expression of dissatisfaction which can often be easily resolved through discussion at a local level. Complaints should be seen as expression of dissatisfaction over and above what can be resolved in this way. 

Headlands is committed to dealing effectively with complaints.  We aim to clarify any issues about which you are not sure.  Where possible we will put right any mistakes we have made and apologise.  We aim to learn from mistakes and use that experience to improve what we do.

Our definition of a complaint is - ‘An expression of dissatisfaction in relation to the school or residential services or a member of its staff that requires a response from us’.

This complaints procedure supports our commitment and is a way of ensuring that anyone with an interest in the school and residential provision can raise a concern, with confidence that it will be heard, and if well-founded, addressed in an appropriate fashion. 

When to use this procedure

When you have a concern or make a complaint, we will usually respond in the way explained below.  Sometimes you might be concerned about matters that are not decided by the school or residential provision, in which case we will tell you who to complain to.  At other times you may be concerned about matters that are handled by other procedures, in which case we will explain to you how your concern will be dealt with.

If your concern or complaint is about another body as well as Headlands (for example the local authority) we will work with them to decide how to handle your concern.

Have you asked us yet?

If you are approaching us for the first time you should give us a chance to respond. Most concerns can be settled quickly by speaking to the relevant person in our school or residential provision, without the need to use a formal procedure.

If you are not happy with our response, then you may make your complaint in writing or verbalise your complaint using the procedure outlined in the guidance below.  



What we expect from you

We believe that all complainants have a right to be heard, understood and respected.  But school staff and governors have the same right.  We expect you to be polite and courteous.

Our approach to answering your concern or complaint

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

Some types of concern or complaints may raise issues that will have to be dealt in a different way.  In these cases, we will explain why this is so, and will tell you what steps will be taken. 

Action for Children will keep the records of documents used to investigate your concern or complaint for 7 years after it has been dealt with.  These records will indicate whether the complaint was resolved at a preliminary stage or whether it went to a panel hearing.

Complaints that are made anonymously will be recorded but investigation will be at the discretion of the school depending on the nature of the complaint.  

Answering your concern or complaint

Action for Children procedure and guidance for dealing with complaints outline what may happen when you make a complaint or express a concern.  There are potentially 2 stages however we hope most complaints can be resolved informally at stage 1.

· We will endeavour to work within these timescales when resolving a complaint:
Stage 1 – Local Resolution – It is expected that most complaints will be resolved at this stage and the focus should be on review and resolving the complaint. 
Stage 2 – Independent Review of Stage 1 

Complaints will be dealt with at stage 2 if, for example: 
· The complainant is dissatisfied with the response received at Stage 1 and asks for this to be reviewed (Appeal). 
· If it is felt that the Stage 1 local resolution is not appropriate e.g. the issues raised are serious or it is clear that resolution of serious concerns is highly unlikely to be achieved or the concerns are such that it is appropriate to have a more senior person appointed to review and / or address the complaint. 

Timescales 

For stage 1 complaints: Senior Manager / Manager to review and respond to the complaint within 10 working days of the date the complaint was received. 

For stage 2 complaints: School Principal / Vice Principal will advise the complainant within 7 working days of their request whether the complaint is progressing to Stage 2 and the outcome provided within 25 working days with a full written response. While we always attempt to work withing these timescales, there maybe circumstances that makes this difficult.  This will be communicated as appropriate.  The relevant Manager must always speak to the complainant unless the complainant has indicated otherwise. 

Complaints may be made verbally, in writing, or by electronic media e.g. email. As far as possible, your concern or complaint will be dealt with on a confidential basis.  However, there could be occasions when the person dealing with your concern or complaint will need to discuss it with others so as to address it appropriately.  

If you are a young person over 16 and wish to bring a complaint, we will ask for your permission before we involve your parents or carers.  If you are a young person under 16 and are involved in a complaint, we may ask your parents or carers to be involved.  

Special circumstances

· If your concern or complaint is about the Principal, your complaint should be made directly to Action for Children, Wales Director, Brigitte Gater 02920 222127.
· For pupils making a complaint the school / home provides an independent advocacy service.  This is run by Tros Gynnal (02920396974).
· There is a leaflet available for young people who would like to make a complaint – Tell us – Tear off form (appendix 1).

Useful contacts

· Care Inspectorate of Wales 0300 790 0126 – Rhydycar Business Park-Merthyr Tydfil Cf48 1UZ
· Childrens Commissioner of Wales 01792 765600 – Llewellyn House, Harbourside Business Park, Port Talbot SA13 1SB 
· Brigitte Gater, National Director Wales, Children’s Services Wales, Action for Children (02920 222127)
· Maxine Cahill, Vice Principal of Care,  Designated Person for Safeguarding at Headlands School (02920 709771)
· Matthew Burns, Principal Headlands School (02920 709771)
· Tros Gynnal Plant (02920 396974)
· Any complaints email – matthew.burns@actionforchildren.org.uk
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Storage of information at review stage
1. A copy of the review’s report, conclusions, recommendations, and the response of the DCS/DCP, is placed on the complainant’s file at the project, and is kept for as long as the material on the file is kept. See the Recording and Record Keeping policy for guidance.  All documentation relating to the complaint should be kept in the confidential section.
2. A copy of the above is also kept in secure storage for six years after the date of the formal response.



Appendix 1
[image: ]
[image: ]



image1.jpeg
A s

HEADLANDS
SCHOOL




image2.png
Gweithredu
dros Blant





image3.png
ROYAL MAIL

Tear-off form

Private and Confidential
Customer Servios and Complaints Manager
Action for Chidren

10 Great Queen st.

London

W28 506

Please fold here

ACTION FOR CHILDREN

Action for Children
0 Great Queen S,

London

WC2B 506

Telephone: 020 3124 0600

www actionforchildren.org.uk

1f you would ke to know about Action for
Children's policies on confidentialty and

equality and diversity,please talk o your
project worke.

Ifyou are unhappy with our service, piease
talkto @ member of staff o call Action for
Children's customer service and
complaints manager on 0800 328

7822. You may also be able to contact

an independent body that oversees our
Service. Please ask a member of staff.
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actionforchildren.org.uk
13 stontoetiaen
(DD actionforchildrenUK.

Donateat: my.actionforchildren.org.uk
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ACTION FOR CHILDREN

Tell us... 2

We want you o tell us what you
think about our service
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‘What you tell us is important.
Please tellus:

- the things that you think are good about

- any suggestions you have

- anything you're unhappy about

‘Your comments help us to:

- knowwhen we're getting things right

- getbetterat whatwe do

- sortout any problems.

Howtotellus:

- youcan talkto the project manager or any.
member o staff - they wil lsten to you
andtake notice of what you say.

Ifyou have a complaint:

- the project manager or member of staff
dealing with your complaint wilfollow a
procedure

- ifyou prefer, you can contact our Customer
Service and Complaints Manager by:

- sending the tear-off form I this leaflet
~ phoning 020 3124 0600 (free from a
landiine, standard charges apply from
amobile)

emailing complaints@actionforchidren

orguuk

- you can complain o the local authority
(council)

- ifthe service i regulated, you can
contact the regulator the project wil
aive you this information)

Youhave the right._

- to help with reading. writing or
interpreting i you need it

- ifyou are  child or a young person. to
an advocate to support you with your
complaint

We promise.
- tolistentoyour complaint,take it
seriously and look ino it thoroughly

- totellyou what we will do, and put itin
writing

- totry tosort things out within 10 working
days (14 days for adoption services)

Ifyoure still ot happy.

- you can ask for your complaint to be.
Investigated

- this normally involves someone who
does not work for Action for Children

- we aimto do this within 25 working days
(28 days for adoption services)

- ifyou are unhappy with an investigation
You can ask for it to be reviewed by a
panel of independent people

- contact our Customer Service and
Complaints Manager for more details

=/

Ihave a problem with an Action for
Children project

Please contact me so1 can tellyou more:
about it

My name:

My address:

The best time to call me Is:
My emal address:

“The name of the project | want to talk o you
abouts:
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