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COMPLAINTS / NEGATIVE FEEDBACK PROCEDURAL FLOW-CHART

	A complaint is made by a teacher or client.

Office employee receiving call / letter / email will attempt to identify corrective action and resolve the situation
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	Details of the complaint are recorded on our complaints form (see attached form).

If the complaint is small and resolved immediately, the form is filed and a copy given to the MD for reference
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	The complaints form detailing unresolved complaint is passed on to the MD





	If MD resolves the complaint and the complaint does not have implications, a copy of the complaint form is filed in central file and a copy in named teacher’s file as part of teacher evaluations. The MD will liaise with any consultants in the loop re teacher or school feedback.





	If the MD cannot easily resolve the complaint on their own, or if the complaint is of a serious nature / has implications, the MD will progress the complaint at their discretion





	The MD will analyse the complaint and refer to Department for Education, GTC, Child Protection circulars / guidance. If necessary the matter will be referred to these external agencies and their advice followed. If not necessary MD will resolve .





	A follow up call may be made by the MD to ensure that the corrective action has resolved the situation.

Client behaviour patterns monitored
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