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Park Road Support Centre
 External Complaints Policy 

 
Principles:
 
As a Support Centre we serve the community and the members of that community have expectations regarding our standards, ethos and codes of behaviour. Parents/Carers in particular, but others upon whom the life of the Centre impinges, may on occasions feel that we are failing to adhere to our aims and practice. Their complaint may be regarding a specific incident, or a general culture/attitude.  
 
The Centre has a responsibility to treat all complaints seriously, to investigate them thoroughly and to use them positively as vehicles for self-review and improvement.  We hope that those who feel they have a complaint against the Centre find us open and responsive.
Aims:
 
1.         To provide a service which is regarded as reliable and honourable, accepting that mistakes and deficiencies occur in any organisation but seeking to work effectively and positively for improvement.
 
2.         To ensure that those with complaints against the Centre, its system, its staff or its students have urgent access to a senior member of staff (personally/by telephone/by letter/by e-mail) in order to voice their complaint.
 
3.         To ensure that complaints will be investigated thoroughly and that appropriate measures are taken where necessary.
 
4.         To ensure that there are clear and open lines of communication between the Centre and those wishing to express concern or make a complaint, and that those lines of communication remain open throughout any investigation, until it is resolved.
 
5.         To ensure that an apology is forthcoming where the Centre, its systems, staff or students are found to be culpable or deficient.
 
6.         To review any area of the Centre about which a complaint has been made and is proven justifiable, effecting change where necessary.
Practice:
 
1.         Any individual who wishes to make a complaint regarding any aspect of the Centre should contact a member of staff.  If in any doubt, the complaint should be made directly to the Head of Centre, either in writing, by phone or with a prearranged appointment.
 
2.         Anyone making a complaint should receive a response from the Centre within two working days, with reassurance that the complaint is being investigated. Along with an indication of the action to be taken and a timescale for the matter can be resolved.
 
 
3.         A complaint should never be left unresolved. The Centre will respond to anyone making a complaint once the issue has been explored thoroughly, with a full explanation, and if culpability is proved, an apology.  This will be verbal or written, as appropriate to the situation.
 
4.         There should usually be an invitation to the individual making the complaint to come in to the Centre to discuss the matter, or to make contact again if not happy with the explanation or outcome offered. This is, of course, to be considered alongside the centre’s visitors polices. 
 
5.         Where a complaint is found to be justifiable, the Head of Centre will take such action as is necessary to prevent a recurrence.  This may involve disciplinary action against a student or students, a professional discussion with or disciplinary action against a member of staff or a review of a system or procedure.
 
6.         All those implicated in a formal complaint will be kept fully informed of the nature of the complaint and be given every opportunity to put their case forward, in the company of a third party if desired.
 
7.         Where the complainant feels that an issue has not been resolved satisfactorily, he or she may refer the matter to the Autism Team Leader, Angela Williams or the Complex Placement Lead Officer, Emily Walters, who will deal with the case accordingly. 
 
8.         Should the complainant still feel that there remains a valid, unaddressed complaint, he/she may contact Somerset County Council directly, who will offer advice and/or take appropriate action.
9.   All complainants have a right to any copies of complaint records under the Freedom of information and Data Protection Acts.
Appendix – Please refer to the DofE Best Practise Advice for School complaints Procedures 2016 for further information
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/489056/Best_Practice_Advice_for_School_Complaints_2016.pdf
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