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ACADEMY PARENTS GUIDANCE AND COMPLAINTS POLICY
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1. Introductory statement

The values and ethos of the Academy are central to our Parents Guidance Policy. We are committed to ensuring the highest levels of communication and partnership with our parents through our Home-Academy agreement and other consultation methods.

2. Aims of the policy

The aims of the policy are to ensure that parents are fully aware of the Academy’s expectations of them and of the relationship we wish to enjoy with them.

3. Summary of expectations of relevant stakeholders / roles and responsibilities

Parents will:

· abide by the Home-Academy Agreement

· engage in dialogue with Academy staff regarding their child’s progress and attend parents evenings
· engage in the on-line reporting process                                    

· have an entitlement to be fully informed about and question the Academy’s decisions regarding their child’s behaviour.  However, we expect parents to accept and support the Academy’s decisions
The Academy will:

· abide by the Home Academy Agreement

· ensure that parents are regularly consulted and the Parent Governor is the key means for feedback to the Governing Body on parents’ views.

· ensure that staff liaise regularly with parents to help them support their child’s learning.
4. Communications 

Parents are kept informed of all Academy activities, rules and events in the following ways:

· Regular letters providing information about key Academy issues and  activities
· Half-termly newsletters

· Termly monitoring reports on students’ progress 

· News bulletins on the website

· End of year summative reports 

· Termly Review meetings with Learning Coaches

· Student planners (first year only)

· Annual parents evening

· Real-time on-line reporting systems

a) Specific meetings with parents are also arranged for the following:

· SEN reviews

· Pastoral Support Programmes

· Education Welfare Advisory Service (EWAS) for punctuality and attendance

· Personal Support Plans (PSPs) and Personal Education Plans (PEPs)

b) If there is a concern of any kind about a student, parents will be contacted either by telephone or letter.

c) If a student is continually causing concern a parent will be requested to meet the appropriate member of staff at the Academy.

d) All staff will be informed of the correct procedures for contacting parents through the staff handbook. 

e) Copies of all letters sent home, telephone calls made, interviews held and monitoring reports should be sent to the Vice Principal who will be responsible for placing them onto the students’ confidential file via the students services manager. 

5. Concerns and Complaints

If parents have a concern they should:-

· raise the concern verbally with the teacher or Line Manager as soon as possible

· explain the nature of your concern

· allow the Academy to respond especially as it may be unaware of the problem

When does the concern become a complaint?

· when there is serious dissatisfaction that cannot be resolved in an informal way

· when a concern is strong enough to require the use of formal procedure

If the concern becomes a complaint then at this stage it become formal. (See Appendix 1)

Ask the Academy for a copy of the complaints procedure.

Complaints in the following areas have separate procedures:

· admission to the Academy

· exclusion of students from the Academy

· statutory assessment of special educational needs

· complaints about the curriculum, including religious education and collective worship

(see separate relevant policies for the above)

6. General principles

· give and expect both courtesy and consideration

· the views of everyone concerned should be both heard and valued

· remember that all concerned have rights – students, parents, staff and Governors

· confidentially should be respected

· communication is the key to solving disputes and disagreements

· students are at the centre of all our concerns. We want the best possible outcome for them.

Appendix 1

CHELSEA ACADEMY COMPLAINTS POLICY

Procedure for dealing with parental complaints, other than those concerning the curriculum.

Principles

It is intended that all complaints are resolved as quickly and amicably as possible.  It is usually the case that the relevant Line Manager can effectively achieve this informally between those directly concerned.  Formal complaints will therefore not be considered until all informal stages have been completed.

The stages in the procedure set out below are sequential, and must be followed in order.  When a complaint is lodged which attempts to miss out one or more stage, the complainant will be referred to the relevant stage of the procedure. Full confidential written records will be kept at all stages of the complaints procedure.

Stage 1 – Informal stage

The complaint should be put in writing to the relevant member of staff  (either the teaching staff involved with the concern or the Learning Coach if about a student welfare issue) who will investigate the issues raised and respond to the complainant.  This may include the complainant being invited into school to discuss the issues, or telephone conversations.  An acknowledgement should be made within 24 hours. A written response will be made by the relevant member of staff clearly stating their findings.  This should be done as quickly as possible, and be completed in not more than 10 working days wherever possible. A further communication may be necessary as a follow-up.
In the event of the complainant being dissatisfied with the outcome, the matter should be referred in writing by the complainant to the Line Manager of the member of staff in the first instance. This should be done as soon as possible, but no more than 10 working days from the date of the letter sent by the member of staff. The Line Manager will review the current position and make further enquiries as appropriate.  This could include a further interview with the complainant.  A written response will be made by the Line Manager clearly stating the findings.  This should be done as quickly as possible, and be completed in not more than 10 working days.

Stage 2 – Formal complaint to the Leadership Team

If the complainant wishes to take the matter further he/she should write formally to the relevant Leadership Team Line Manager for the relevant Faculty or House in question setting out exactly what the complaint is and why there is dissatisfaction with the outcome from stage 1 of the procedure.  This should be done as soon as possible, but not later than 10 working days from the date of the letter from the Vice Principal wherever possible. The Principal will review the matter and arrange to meet the complainant to discuss the matter and try to resolve the outstanding issues.  The Principal will send a formal letter to the complainant stating the outcome.  He will include in that letter the name and contact point for the chair of the Governors Personnel committee to whom the matter should be referred if still unresolved.

Stage 3 – Formal complaint to the Principal

If the complainant wishes to take the matter further he/she should write formally to the Principal setting out the complaint and the reasons why the actions taken at stages 1 and 2 are regarded as unsatisfactory.  The Principal will then consider this.  The Principal, at his discretion, may invite the complainant to discuss the complaint directly with him.  A letter will be sent to the complainant after the meeting stating the outcome and reporting any action taken.  

Stage 4 – Formal complaint to the Chair of Governors

If the complainant remains dissatisfied with the outcome, he/she can write to the Chair of Governors.  The Chair of Governors will then look into the matter on behalf of the complainant.  He/she will involve the chair of the Governors’ Personnel committee and the Principal.  He/she can also involve governors who are not members of the Personnel Committee to review that committee’s decision.  The complainant should be given the opportunity to meet the chair of Governors, accompanied if they wish, to put the case personally. Once the chair has concluded his/her review, a letter must be sent to the complainant stating the outcome. Copies should be sent to all relevant parties involved in the complaint as relevant.

Appendix 2
ACADEMIES, SEN ADMISSIONS AND APPEALS: A GUIDE FOR PARENTS

Introduction

This guide is to help parents who: have a child with a statement of special educational needs; who express a preference for a place at an Academy; and who may wish to appeal against a decision by the Local Education Authority (LEA) not to name the Academy in that child’s statement.
What are Academies?

Academies are a new type of school. They are publicly funded independent schools. They cater for secondary aged pupils of all abilities, and are local schools for local children. Academies have a sponsor, either from the private or the voluntary sector.  The sponsor will have input into the way in which the Academy is run, and will decide on any specialism that the Academy might have (for example business and enterprise or sport).  Academies are different from LEA schools as their money comes from central government with the sponsor also making an initial contribution towards capital costs when the Academy is set up. 
Academies and special educational needs

If you have a child with a statement of special educational needs (SEN), you may express a preference for your child to attend a particular school. This includes Academies. The LEA may ‘name’ an Academy in Part IV of that statement.

Before naming an Academy in the statement, the LEA must consult the Academy first. The final decision about admitting a child is taken by the LEA after it has reached an agreement with the Academy. 

Academies are inclusive schools and they admit pupils with special educational needs on an equal basis with others. However, the Academy and the LEA may share the view either that your child’s needs can not best be met at the Academy or that by offering your child a place at the Academy it would be impossible to meet your child’s needs alongside those of the other children being educated there.  If this is the case, the LEA will then propose an alternative school for your child. However, the LEA must also let you know of your right of appeal against the decision not to name the Academy in your child’s statement of special educational needs. You may appeal to the Special Educational Need & Disability Tribunal against the decision of the LEA.

What is SENDIST?
The Special Educational Needs & Disability Tribunal is an independent body. Its job is to hear appeals from parents against decisions made by LEAs about the education provision of children with special educational needs. Parents should approach the Academy directly for information, which will be needed to assist the Tribunal in reaching a decision. That information may include the Academy's view on whether it is a suitable placement for your child and whether it is able, with or without support, to meet your child's needs. The Academy may also be present at the tribunal as a witness.

The Tribunal provides a booklet ‘Special Educational Needs: How to appeal’ to help parents making an appeal.  You can obtain a copy free of charge by telephoning 0870 241 2555.
What will the Tribunal do?

There is a form for you to complete to make an appeal in the ‘How to appeal’ booklet.  Once you have made an appeal the Tribunal will ask you and the LEA to send it a written statement of the case.  The Tribunal will also fix the hearing; usually on a date both you and the LEA have said you are free.

Some facts about Tribunals that you may find useful

· Tribunal panels consist of three people and are chaired by a barrister.

· Hearings are held in a local neutral location – usually a hotel.

· The hearing will usually take no more than half a day.

· Parents may be represented by a solicitor at their own cost and can bring 2 witnesses

· Neither parents nor LEA are told of the Tribunal’s decision on the day of the hearing.

· Following the hearing, a decision will be sent in writing to both parents and LEA, normally within 10 working days. 

· Both the LEA and Academy should abide by the Tribunal’s findings.

What will happen at the hearing?

· The Tribunal will consider the reasons why parents feel the Academy is best suited to meet the needs of their child in preference to the school named by the LEA. 

· The Tribunal will consider the level of support needed to meet the special educational needs of the child. 

· The Academy will provide detailed information about how special needs support is organised and managed.

· The Academy will give reasons why it has decided not to admit the child. 

· The Tribunal will consider the alternative provision offered by the LEA.

· If the Tribunal agrees with parents that the Academy should be named on your child’s statement then the Academy should admit your child.

More detailed information about the process is available from the SENDIST website www.sendist.gov.uk
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