COMPLAINTS AND COMMENTS ABOUT THE COLLEGE

Information For Parents And Students

· At Whitby Community College, we want to provide the highest possible quality of education and care for our students. Feedback from parents and students can help us with this.

· We hope you feel that you receive a good service from us. However, we know that things can go wrong sometimes. If you have a complaint or concern, please let us know so that we can try to put things right. This will also help us to improve our services to other students and parents.  

· Equally importantly, if you are pleased about how things are going, do let us know by writing to the Headteacher. It is very encouraging when this happens.

WHITBY COMMUNITY COLLEGE

Tel: 01947 602406  Fax: 01947 821169 
(Answerphone outside of office hours)

COMPLAINTS and COMMENTS - Guidance for Parents and Students

The following complaints procedure is to ensure that students are treated fairly, and that parents’ concerns are addressed.  The College wishes to help and support its students at all times. If parents or students prefer, they may approach the Headteacher directly at any stage in order to discuss concerns informally.

Stage One:

The student or parent is advised to talk to the person concerned about his or her worries.  Often difficulties can easily be resolved when time is taken to talk through an issue.  If the student prefers, the Group Tutor may be able to help, or parents may wish to contact the Learning Manager or Team Leader for the subject.

Stage Two:

If Stage One is not successful, the student or parent can approach an Assistant Headteacher – Mr Bond (Key Stage 4) or Ms Dimbleby (Post-16), who will try to resolve the difficulty. 

Stage Three:

If the student or parent is still not satisfied that the matter has been dealt with properly, (or without going through the other stages if they feel that the matter is more serious) then the Headteacher should be contacted.  He will first try to resolve the problem informally.
Stage Four:

If parents or mature students have discussed the complaint with the Headteacher and are still not satisfied, they should complain in writing to the College’s Chair of Governors. Please note that the matter should first have been discussed with the Headteacher before taking this action.
Notes:

· If you wish to make a complaint which is about the curriculum, religious education or collective worship, this should be made to the Headteacher. This will be dealt with in the way agreed between the Local Authority (LA) and the Secretary of State.  A copy of the LA's procedures is available from the College.

· Complaints about any other aspect of the College should be dealt with through the stages described above. Any complaint about a member of staff is dealt with under the Guide to the Law publication, which can be seen at the College or from the Area Education Office.
· Complaints about any of North Yorkshire’s other educational services, including transport, should be made to your Area Education Office.
POLICY ON COMPLAINTS

Information for parents and mature students:

Your complaint or concern will be looked into and acted upon immediately. It may take a little time to carry out a full investigation.

If a telephone response is appropriate, this will be given within two working days.  If appropriate, a written reply will be sent within five working days.  If a longer investigation is required, another letter will be sent to you upon completion.

The Headteacher should always be contacted if you have a continuing or serious complaint. If you are unhappy about the response you get from the Headteacher, you may wish to take your complaint to the College's Governing Body, by contacting the Chair of Governors - details overleaf. 

In a very small number of cases, investigations may lead to the Governing Body taking disciplinary action. Action in this respect is confidential; this is in accordance with good employment practice.

Contact Addresses

Headteacher:
Mr K Prytherch

Whitby Community College


Prospect Hill


Whitby


YO21 1LA


Tel: 01947 602406

Chair of Governors:
Ms J Kenyon

Linglands Farm Cottage


Gowlands Lane


Cloughton


Scarborough


YO13 0DU

Clerk to the Governors:
Mrs J Hunter

Whitby Community College


Prospect Hill


Whitby


YO21 1LA


Tel: 01947 602406

Area Education Office:
Scarborough & District Area Education Office


Valley Bridge Road


Scarborough


North Yorkshire


YO11 2PG


Tel: 01723 361376

Local Education Authority:
Education Offices


County Hall


Northallerton


North Yorkshire


DL7 8AE



Tel: 0845 0349494
PARENTAL CONCERNS/COMPLAINTS LOG (TO HEADTEACHER FOR FILING)

Complaint made to: _______________________   Date received: ____________________
Received from: ___________________________  Contact details: ___________________

_________________________________________________________________________
	Received via (please tick as appropriate): 
	Telephone
	
	Letter
	
	Email 
	
	Meeting
	

	
	Other (please state): 
	


Nature of complaint: (Attach documents if appropriate)  


(continue overleaf if necessary)
	College log no: 
	
	Complaints code (see below): 
	


	TE
	Teaching 
	SW
	Student well-being 
	EX
	Exams

	SP
	Student Progress
	TT
	Timetable provision 
	SC
	Student conduct

	ST
	Staff Conduct
	OT
	Other (please state):


Action taken:

Person(s) informed of concerns/complaint: ______________________________________
Person(s) dealing with issue(s): _______________________________________________

(continue overleaf if necessary)
Parent contacted by telephone on (within 2 working days): _______________ / Letter 

sent on (within 5 working days): ______________  

Date when all issues resolved: ________________  Signed: _____________________

NON-PARENTAL CONCERNS/COMPLAINTS LOG (TO HEADTEACHER FOR FILING)

Complaint made to: _______________________   Date received: ____________________

Received from: ___________________________  Contact details: ___________________

_________________________________________________________________________
	Received via (please tick as appropriate): 
	Telephone
	
	Letter
	
	Email 
	
	Meeting
	

	
	Other (please state): 
	


Nature of complaint: (Attach documents if appropriate)  

(continue overleaf if necessary)
	College log no: 
	
	Complaints code (see below): 
	


	TE
	Teaching 
	SW
	Student well-being 
	EX
	Exams

	SP
	Student Progress
	TT
	Timetable provision 
	SC
	Student conduct

	ST
	Staff Conduct
	OT


Action taken:

Person(s) informed of concerns/complaint: ______________________________________
Person(s) dealing with issue(s): _______________________________________________

(continue overleaf if necessary)
Complainant contacted by phone on (within 2 working days): _______________ / Letter
sent on (within 5 working days): ______________  

Date when all issues resolved: ________________  Signed: _____________________
