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CARDIFF HIGH SCHOOL

COMPLAINTS POLICY AND PROCEDURE

Introduction

Cardiff High School values the good relations it enjoys with its parents and
carers and the wider school community. These good relations are based on a
respect for what the school is achieving, on good communications and the
provision of relevant and clear information.

The school believes that good relations are also supported by straightforward
and well-understood procedures for responding to expressions of concerns,
and dealing with the minority of such expressions that become formal
complaints. Treating expressions of concern seriously, and responding to them
quickly and effectively, prevents the majority becoming more serious
complaints.

Cardiff High School is committed to dealing effectively with complaints and this
policy is based on the recommended Welsh Government model policy. We aim
to clarify any issues about which you are not sure. If possible, we will put right
any mistakes we have made and we will apologise. We aim to learn from
mistakes and use that experience to improve what we do.

This procedure supports our commitment and is a way of ensuring that anyone
with an interest in the school can raise a concern with confidence that it will be
heard and, if well-founded, addressed in an appropriate and timely manner.
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If a complaint raises issues about staff capability, staff grievance, staff
discipline or child protection, then action must be taken under those
separate procedures, and they should take precedence. The complaints
procedure must not take the place of those other procedures.

We have a zero tolerance approach to all forms of bullying and harassment
and promote respectful relationships between learners, parents, carers, staff
and governors.

When to use this procedure

When you have a concern or make a complaint, we will usually responds in
the way we explain below. Sometimes you might be concerned about matters
that are not decided by the school, in which case we will tell you who to
complain to. If your concern or complaint is about another body as well as the
school (for example the local authority) we will work with them to decide how to
handle your concern. At other times you may be concerned about matters that
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