Who do | contact at Oakfield Academy?
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I've spoken to the Class Teacher, but I'm unhappy

STEP:

Ensure you have
given the Class
Teacher a
reasonable amount

of time to
investigate, and to
implement any
proposed changes.

with the outcome.

If you feel your
concern is still

unresolved, contact
the Senior Teacher
who will investigate

further.

Mrs Leach - KS1 (YR, 1, 2)
Mr Cooke - KS2 (Y3, 4, 5, 6)

If the class teacher is also a
Senior Teacher, skip to Step 3.

Book an appointment via
the office.
admin@oakfield.academy
023 8086 2530

If the outcome
from the Senior
Teacher is
unsatisfactory,
contact the Head
of School.

Mrs Light-Rowsell
plight-rowsell@
oakfield.academy
023 8086 2530

Acknowledgement
within 3 working days.
Final response within 10
working days of receipt.

@

§ STee 4

If you are unhappy
with the outcome of
the Head of School's
investigation, you
can submit a formal
complaint.

Class Teacher Head of School Complaint

Complete a
Complaint form
(link here)

The process and
timescales are on the
next page.


https://forms.office.com/pages/responsepage.aspx?id=PAPgkZsUzkSu9K07jndrPNp_nOtkcbxBpXZpPg5xsAFUNDVLSVJXV1UwSjVYNjRYUEJMRU9VSTRCMy4u&route=shorturl
https://forms.office.com/pages/responsepage.aspx?id=PAPgkZsUzkSu9K07jndrPNp_nOtkcbxBpXZpPg5xsAFUNDVLSVJXV1UwSjVYNjRYUEJMRU9VSTRCMy4u&route=shorturl

Complaints Process

1. Acknowledgement

Following receipt of your
written complaint via the
Complaint form on our
website, we will acknowledge
your complaint within 3
working days, indicating the
action that is being taken and
likely timescales.

3. Response

You will receive a written
response via email or letter
from the Head of School or
Executive Headteacher with
their decision and the
reasons for it within 10
working days from receipt
of the complaint.

2. Investigation

We may ask to meet with you
to discuss the complaint, or
conduct a thorough
investigation first.

We will ask you what steps you
feel might resolve the issue, if
you haven't confirmed this in
the Complaint form.

4. Further escalation

If you are dissatisfied with
the decision, you can raise a
Stage 3 complaint with the
Chair of Governors. The
process is outlined in The
Gateway Trust's Complaints
Procedure Policy, available
on our website.

www.oakfield.academy/complaints



http://www.oakfield.academy/complaints

Expectations for all concerns and complaints

We ask that you:

Treat all those involved in the complaint with
respect. Don't approach staff when they're not at
work, or contact them on their personal social
media accounts.

Explain the complaint to us in full as early as
possible, and work with us to resolve it by
responding promptly to requests for information or
meetings, or in agreeing details of the complaint.

Represent your own views, not those of other
parents or their children.

Refrain from publicising the details of your
complaint on social media or WhatsApp groups, and
respect confidentiality.

Make an appointment to speak to staff members
via the office, and don't approach them before
school when they are preparing to teach.

Follow our escalation process - don't try to skip
steps, or threaten us with governors, The Gateway
Trust, Department of Education, or Ofsted.

We will:

Deal with concerns about safety and child
protection immediately.

Treat your complaint seriously and consider itin a
comprehensive, open, transparent and fair manner.

Treat you with courtesy and respect, in the same
way we ask of you.

Ask you what steps you feel would put things right.

Identify and investigate each ground for complaint
and conduct sensitive and thorough interviewing of
all parties involved. Records and other relevant
information will also be carefully considered.

Keep you updated at each stage of the procedure
and respond within the set timescales.

Fully explain the reasons for our decision to
uphold or dismiss the complaint.
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