BRITISH DAY NURSERY
KINDERGARTEN

Parental complaints procedure

Introduction

The School has long prided itself on the quality of the teaching and care provided to its pupils.

However, if parents do have a complaint, they can expect it to be. treated by the School in

accordance with this Procedure.

Many concerns can be handled quickly and effectively by a timely conversation with the class

teacher. However, where a complaint does exist, parents can be assured that all complaints will

be treated seriously and confidentially. Correspondence, statements and records relating to

complaints will be kept confidential.

Stage 1 — Informal Resolution with the class teacher

It is hoped that most complaints will be resolved quickly and informally.

If parents have a complaint, they should normally contact their child’s teacher or the Head
Assistant. In many cases, the matter will be resolved straightaway by this means to the
parents’ satisfaction. If the class teacher cannot resolve the matter alone, it may be necessary

for them to consult/the Head Assistant.

Complaints made directly to the Head Assistant will usually be referred to the relevant class
teacher unless the former deems it appropriate for them to deal with the matter personally.
The person resolving the dispute will then communicate with relevant staff members as

deemed appropriate.

The class teacher will make a mail report to the Head Assistant of all concerns and
complaints and the date on which they were received. Should the matter not be resolved
within 2 working days or in the event that the class teacher and the parent fail to reach a
satisfactory resolution then the parent will be advised to proceed with the complaint in

accordance with stage 2 of this Procedure.
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Stage 2 — Informal Resolution with the Head Teacher

° If the complaint cannot be resolved on an informal basis with the class teacher, then the
parents should put their complaint to the Head Teacher. The Head Teacher will decide, after
considering the complaint, the appropriate course of action to take.

In most cases, the Head Teacher will meet the parents concerned, normally within three working
days of receiving the complaint, to discuss the matter. If possible; a resolution will be reached
at this stage.

° It may be necessary for the Head Teacher to carry out further investigations.

° The Head Teacher will keep written records of all meetings and interviews held in
relation to the complaint.

° Once the Head Teacher is satisfied that, so far as is practicable, all of the relevant facts
have been established, a decision will be made and parents will be informed of this decision.
The Head Teacher will also give reasons for her decision. If parents are still not satisfied with

the decision, they should proceed to Stage 3 of this Procedure.

Stage 3 — Headmaster Hearing

° If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution), they
will be referred to the Headmaster, who will call a hearing of the parents, the Head Teacher and
the class teacher.

° If possible, the Headmaster will resolve the parents’ complaint immediately without the
need for further investigation.

° Where further investigation is required, the Headmaster will decide how it should be
carried out. After due consideration of all facts he will consider relevant, he will reach a decision
within 5 working days of the Hearing. The Headmaster will write to the parents informing them
of his decision and the reasons for it. The decision will be final. The findings and, if any,

recommendations will be sent in writing to the parents.
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Al0O1KOGL0 TAPATOVOV YOVEQDV

Ewayoyn

To ZyoAeio elvar vTepPavo Yo TNV TOWOTNTA TNG EKTOUOEVOTG KOl TNG PPOVTIONG TOV TOPEYEL

oToVG pobntég tov. Epdcov Opmg ot yoveic £xouv Kdmolo Tapdmovo, HIopovyV Vo, ovoUEVOUY

Ot1 10 ZyoAeio Ba To SlayeploTEl GOUQ®VA [LE TNV TOPAKATO AlOSIKOGIO.

[ToAAég avnovyieg LITOPOLV VO OVTILETOTIGTOVV YP1YOPO KOL OTOTEAECHATIKG LLe o, £yKopn

oLVOUIAD PE TNV EKTOOEVTIKO TOV TUNUATOG. 26TOC0, OTOL VTLAPYEL £VEL TOPATOVO, OLYOVELG

umopovv va etvar BEPatot 6Tt OAa Ta Tapdmova Bo aVTIHETOTIGTOVYV GOPapd Kol EUTIGTEVTIKA.

H aAnAoypaoio, ot Snlooelg kot ta apyeio mov oyetiCoviar pe mopdamovo Bo dlotnpovvot

andppnro.

213010 1 — Atvnn emilvon pe TNV EKTAUOEVLTIKO TOV TUNNOTOS

EXniCovpe 611 T0 TEPIGGHTEP TOPATOVE B0l ETAVOOVV YPIYOPQ KOl ATVTTA.

Edv ot yoveig €govv kdmolo mapdnovo, B Ipémer KOVOVIKG VO EMKOWVMOVIGOLV UE TNV
EKTTALOEVTIKO TOV Tad00 Tovg N v Ilpoictopévn. Ze moAAég mepmtdoels, 10 0Epna o
emAOel aUEo®S e OVTO TOV TPOTTO TPOG 1IKAVOTTOINGN T®V YoVE®V. EAV 1 eKmadenticog
TOV TUNWHOTOG OeV, Hmopel vo emAvoel to (Rmmuo pdévn e, Umopel vo xpeloctel va

ocvppovievtel v Ipoistapévn.

Ta napémova mov yivovtat amevdeiag otnv [poictapévn Ba taparéuroviol cuvnbmg otnv
VIEVOVVN EKTAOEVTIKO TOV TUNHOTOC, EKTOG EAV 1) TPATY KPIVEL OKOTLUO VO aoyoAnOel pe
10 0ép0 Tpocwmikd. To dropo mov emAdeL T S10popd Bol ETUKOIVOVICEL GTI GUVEYELL LIE

TO GYETIKA LEAN TOV TPOCOTIKOV, EPOCOV KPIVETUL GKOTLUO.

H exmaidevtikdg tov tunpartog Ba kdvet po avoapopd pe email oty Ipoiotopévn yio OAeS
TIG avnovyieg Kot o Tapdmova Kot Ty nuepounvia mapaiofng tove. Eqv 1o {nmuoa dev
eMAVOEL eVTOG 2 EPYACIUOV NUEPDV 1| GE TEPIMTMOOT) TOV 1] EKTOOEVTIKAG TOV TUNLOTOS KO

0 Yovéng Oev KOTAANEOLV GE IKOVOTOMTIKY €M{ALGN, TOTE 0 Yovéag Ba evnuepmBel va
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TPOYWPNGEL GTO TOPATOVO COUPMOVO, LLE TO GTASL0 2 TNG TOPOLGAG AladIKOGIOG.

213010 2 — Atvan emidvon pe Ty Agv@ovrpuo

° Edv to mapdmovo dev pmopel va emivbel o dtumn Paon pe TV EKTAUOEVTIKO TOV
TUMHOTOC, TOTE 01 Yovelg Ba mpémel va vroPdAovv to mapdmovd tovg oty AtevBovipra. H
AtevBivtpra Bo amopacicet, 0pov £EETACEL TO TAPATOVO, TOV TPOTO TOL Bl TO JlALXEIPIOTEL.
2TIC TEPIOCOTEPES MEPIMTOGELS, 1| AlevBVOVTIPLAL B GUVAVTIGEL TOVE EVOLUPEPOUEVOVS YOVEIC,
oLVNOWG €VIOC TPLOV EPYACIUOV MUEP®V amd TNV TapoAafr TOL  TAPUTHVOL, Yo Vo
ov{nmoovv 10 Bépa. Edv givar duvatdv, Ba emtevybel Abon og avtd TO 6TAd10.

° Mmnopet va ypetactel 1 AtevBivepia va dteaydyel Tepottépm EPEVVEG.

° H AwevBbdvtpro Ba tpel ypamtd apyeio OAmv ToV GUVAVINCEDY KO GUVEVTIEDEEWDY TOV
TPOYUATOTOWONKOV GE GYECT LE TO TAPATOVO.

° Morg n AtevBovepia BePoarmbet 6Tt 610 PETPO TOL duVaTOD, EYOVV dlomcT®OEL OA TOL
OYETIKA YEYOVOTa, Bo ANeOel amdpacn kat oL yoveic Oa evnuepmBovv yio avTiV TNV ATOQICT).
H Awvbdvtplo Ba artiodoynoetl emiong v andéeacn g Edv ot yoveig dev eivan akdpa
IKOVOTOMUEVOL [E TNV amOQaoT), B0 TPEMEL Vo TPOYM®PNCOLV GTO XTAS0 3 OLTNHG TNG

Awdkaciog.

213010 3 — Akpléaon amd Tov AtgvBuvT) TOV XyoAeiov

° Edv ot yoveig emduw&ovv 10 Ztddo 3 (petd omd amotvyio vo KoToAnEovv o€
TponyovUEVN Avon), Bo Tapanenefovy otov AtevBuv Tov Xyoieiov, o omoiog Oa KaAéoel o
aKpOOGT TOVS YOVelg, TNV AtevBivepia kot TNV EKTOOEVTIKO TOV TUNILOTOG,.

° Edv elvan duvatdv, o AtevBoving tov Xyoleiov Ba emhdoel apécms T0 TAPATOVO TOV
YOVE®V YOPIg va. XPEWILETOL TEPALTEP® EPEVLVOL.

° Omnov anouteiton mepartépm depedivion, o AtevbBuviig Ba amogacicel mmg Tpémel va
deayBel. Metd t déovoa e&€taon OAmv Towv yeyovdtov mov Ba Bempnioet oyetikd, Oo AdPet
amoOQaoT EVTOG S epyAcIU®V NUEP®V amtd TNV akpoact). O AtevBuvrg Ba ypdyel oToug yoveig
EVNLEPOVOVTAG TOVG Yol TNV AOPOCT] TOL Kot Tovg Adyoug yio avtrv. H andeacn Ba givar

optoTikn. Ta evprpota Kat, £4v VLAPYOVV, Ol GLGOTAGELS B GTAAOVV EYYPAP®G GTOVS YOVELS.
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