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PROCEDURE MANUAL NO. 2/26

COMPLAINTS CONCERNING THE DELIVERY OF EDUCATION SERVICES 

1. Introduction
1.1 East Dunbartonshire Council constantly strives to improve the quality of service delivery.

1.2 In doing so, it is recognised that complaints regarding services can be an effective measure of the quality of that service and therefore can be of assistance in helping to validate and improve service delivery.

2. Purpose
2.1
This procedure manual is intended to provide a framework for dealing with external complaints concerning the delivery of Education Services and covers all teachers.
3. Definitions
3.1 The Council’s corporate standards on Customer Care offer the following definitions.

3.2

An Enquiry:-
is a request for information relating to Council services.

A Comment:-
is a statement which seeks to inform the service provider of the views of the user of the service.

A Complaint:-
is an expression of dissatisfaction however made, which alleges failure on the part of the Council to perform a function or provide a service in line with stated Council policies and practices.

4. Principles
4.1 All complaints including anonymous complaints concerning the delivery of Education services will be treated seriously and will be properly investigated.

4.2 Only the Head Teacher* (or designated member of the Senior Management Team) or appropriate Head of Service/Service Manager (or their designated representative) shall correspond with or interview the complainant(s).

4.3 Head Teachers* should take into account the provisions of the Council’s disciplinary procedures and ensure that where possible a designated member of the school senior management team will become the investigating officer and take forward the complaints process.

4.4 For the purposes of this paper, the designation ‘Head Teacher* shall include the designated member of a school senior management team, Head of Service, Manager and delegated representative.

4.5 All complaints will be dealt as close to the point of origin as possible and in accordance with the timescales indicated.  These timescales derive from the Council’s corporate standards on Customer Care.

4.6 The employee against whom a complaint is received shall be informed of the complaint by the Head Teacher* without delay or as soon as is practicable after the complaint is received.

4.7 The employee shall be informed of the right to trade union or other appropriate representation at all stages of the procedure.

4.8 The substance of the complaint and if appropriate, the identity of the complainant will be  made available to the employee against whom a complaint is made and to his/her representative. The identity of the complainant should only be withheld in exceptional circumstances i.e., where the Head Teacher* has clear reasons for doing so, namely where there may be concerns regarding the care and welfare of children, members of staff or issues which may require further action by the Head of Education or other agencies.The Teacher should be informed if the complaint has been made anonymously.

4.9 The Council will fully support employees who are subject to malicious allegations, abusive or threatening behaviour or language.  Such actions, including vexatious complaints that threaten the welfare of staff or persons under the care of the Council shall be referred immediately to the Head Teacher* who shall take appropriate action in consultation with the Head of Legal and Administration Services and where appropriate the relevant trade union.

4.10 The Department will seek to substantiate verbal complaints by requesting written confirmation or by inviting a complainant to meet with the Head Teacher* or other designated senior manager receiving the complaint.

4.11
It is recognised that certain groups of service users (e.g. those from the black and ethnic minority communities) whose first language is not English, and those who have second language and communication improvements may not find it easy to lodge a complaint.

4.12
In such instances the Head Teacher will be sensitive to the need to seek appropriate support for the complainant by means of translation or interpreting services.

5. Procedure
5.1 In the first instance the Head Teacher* should seek to classify the communication as an enquiry, comment or complaint.

5.2 Enquiries and comments will be taken forward within the Council’s and school’s existing practices and procedures. (see appendix 1).
5.3
The following procedure is provided to deal with complaints.  This is summarised in Appendix 5.

5.4
In the case of complaints concerning employees who work in schools, all complaints shall be referred to the Head Teacher* or their designated representative.  (Other than complaints received within the normal procedures for parental consultation).  Complaints against other employees e.g. from Education Support Services, including Head Teachers* will be referred to the appropriate Head of Service or designated Manager.

5.5
On receipt of a complaint, a proper file and record shall be initiated.  This will contain all records relating to the complaint notes taken by the Head Teacher* (or designated officer), and a record of the outcome of the complaint.

5.6
This should contain sufficient detail, including nature of complaint, name, address and telephone number of person(s), date received and any initial action taken (if appropriate) to allow the appropriate office dealing with the complaint to investigate further if required. (a proforma is attached as Appendix 2). A complaint may be made verbally, in person or by telephone; or in writing by letter, fax or electronic mail; The complainant’s identity must be verifiable.

5.7
An acknowledgement of a written complaint will be issued within 5 working days of receipt.

5.8
Stage 1 – Notification Of Complaint
5.8.1
All complaints should be directed towards the Head Teacher*.

5.8.2
Unless the complaint is received in writing the Head Teacher* will make a written note of the complaint in the first instance.

5.9
Stage 2 – Initial Assessment And Action Required
5.9.1
Regardless of the nature of the complaint or how it is received, the Head Teacher* will be required to make an initial assessment of the complaint.

5.9.2
If appropriate, the Head Teacher* should attempt to resolve the complaint immediately e.g.  by legitimately confirming that an employees action or inaction is in accordance with accepted school or Council policy and practice.  This may be done verbally or in writing as soon as possible and certainly within 10 working days.  The employee should be advised of the complaint and the outcome also.

5.9.3
Where, following the initial assessment the Head Teacher* considers that there may be substance to the complaint and further action may be required the Head Teacher* will seek to substantiate a verbal complaint by requesting written confirmation or by inviting the complainant to meet with the Head Teacher* or designated senior manager receiving the complaint. 

5.9.4
The Head Teacher* will inform the employee of the nature of the complaint in accordance with paragraph 4.8 above and of the right to trade union or other appropriate representation.

5.9.5
In terms of the Race Relations Act, any correspondence sent to a complainant must be “accessible” to the complainant and therefore Head Teachers will, again, be sensitive to the potential need for translation and /or interpreting services.

5.9.6
In order that all complainants including those complainants who may benefit from translation and/or interpreting services may fully engage in an appropriate way with the complaints process, he/she is entitled to be accompanied at such a meeting, by a family member, befriender, etc.

5.9.7
Employee Accepts The Complaint Is Justified
Where the employee accepts that the complaint is justified, the following outcomes are available:-
(a) In relatively minor cases, the Head Teacher* and employee will formally agree remedial action as appropriate.  The complainant will be advised in broad terms of the outcome and the complaint file closed.

or 

(b) In more serious cases the Head Teacher* may initiate the appropriate disciplinary procedures against the employee.  Without prejudice to the disciplinary procedures, the Head Teacher* may immediately take remedial action in relation to the complaint.  Both the complainant and the employee shall be notified of the outcome of the complaint and of any remedial action in relation to the complaint. Notification to the complainant will in all cases be in broad terms in accordance with the template letters attached as Appendix 3.

5.9.8
Notification to the complainant shall be within 10 working days of receipt of the complaint.  This response will include advice on the next stage of the procedure, the availability, on request of this complaints procedure (translated/interpreted as necessary), if the complainant remains dissatisfied, if the complainant remains dissatisfied, including written appeal to the appropriate Head of Service.

5.9.9
Where it is not possible to provide a response within 10 working days (e.g. due to school holiday periods) then a letter will be sent to the complainant within the 10 working days period explaining how long it will take to make a response.

5.9.10
 Employee Does Not Accept The Complaint Is Justified
If the employee does not accept that the complaint is justified, the complainant will be asked to submit the complaint in writing (unless this has already happened).  
5.9.11
The complainant shall be invited to meet with the Head Teacher* regarding the complaint.  The meeting should take place within 7 working days of receipt of the complaint unless there is mutual agreement to slightly delay the meeting.

5.9.12
Where the complainant has submitted the complaint in writing and/or takes up the offer to meet with the Head Teacher* regarding the complaint then the Head Teacher* will, during the meeting take substantive notes regarding the complaint and obtain the complainants signed agreement that the notes accurately reflect the complaint or that they further substantiate any previous written complaint.

5.9.13
When meeting with a complainant, due regard should be given by the Head Teacher* to safeguard against any potential health or safety risk associated with the meeting.

5.9.14
The Head Teacher* shall interview the employee within 7 working days of the complaint being received.  (along with a Trade Union or other appropriate representative if requested) to determine the employees perspective of the complaint and will take appropriate notes.

5.9.15
As a result of meeting with the complainant and interviewing the employee the following outcomes are available:-

(a) The Head Teacher* may consider the complaint to be unjustified in which case both the complainant and the employee will be formally notified.  The complaint file will be closed and will not be subsequently used in any disciplinary hearing.

(b) The Head Teacher* and employee may both recognise that the complaint is justifiable and:- either

(i) In relatively minor cases, the Head Teacher* and employee will formally agree remedial action as appropriate.  The complainant will be advised of the outcome and the complaint file closed; or

(ii) In more serious cases, the Head Teacher* may initiate the appropriate disciplinary procedures against the employee.

(c) The employee may not accept the complaint as justified whereby the Head Teacher* will initiate an investigation in accordance with the appropriate disciplinary procedures.  

5.916
In relation to (b)(ii) and (c) above and without prejudice to the disciplinary process, the Head Teacher* may immediately take remedial action in relation to the complaint.

5.9.17
Both the complainant and the employee shall be notified of the outcome of the complaint and of the remedial action proposed by the Head Teacher* using the standard template letters.

5.9.18
In each instance, notification should be issued within 3 working days of the meeting with the employee.  This response will include advice on the next stage of the procedure, the availability, on request of this complaints procedure (translated/interpreted as necessary), if the complainant remains dis-satisfied, including written appeal to the appropriate Head of Service.

5.9.19
Where it is not possible to provide a response within the timescales outlined above, (e.g. due to school holiday periods) then a letter will be sent to the complainant within 10 working days of receipt of the complaint explaining how long it will take to make a response.

5.9.20
Where the complainant fails to or refuses to submit the complaint in writing  and refuses or fails to meet with the Head Teacher* regarding the complaint; the Head Teacher* shall advise both the complainant and the employee that no further action will be taken regarding the complaint. An unsubstantiated complaint shall not be taken into account in any subsequent disciplinary proceedings against the employee who has been the subject of the complaint.

5.9.21
Not withstanding 5.9.20 above, the Head Teacher* shall refer to the Head of Education cases of unsubstantiated complaints, which fall within 5.9.20 above especially where further investigation may be appropriate to substantiate instances where there may be concerns regarding the care and welfare of children, members of staff or issues which may require further action by the Authority or other agencies.

6
Pupil Initiated Complaints
6.1 
Head Teachers* should follow the process outlined above as appropriate where a complaint is initiated by a school pupil.

6.2
Certain school pupils have a legislative right to initiate and to take forward complaints in their own right.  However, in developing good practice, the Council is keen to ensure that Head Teachers* actively encourage pupils to involve their parents or guardian at each stage of the complaints process.
7 Anonymous Complaints
7.1 
As with all complaints, the Head Teacher* is required to make an initial assessment of the complaint.

7.2
The Head Teacher* should consult with the Head of Education immediately in all cases of anonymous complaints especially where there may be concerns regarding the care and welfare of children, members of staff or issues which may require further action by the Authority or other agencies.

7.3
The Head of Education may:-

· note the matter and take no further action.

· refer anonymous complaints back to the Head Teacher* to initiate an investigation at stage 2 of this process (5.9)  Section.
· initiate an investigation under the Council’s Disciplinary Procedures.

7.4 The complainant should be informed in the first instance that the head teacher can take no further action other than refer the complainant to the Head of Education, where :-

·  the complainant’s identity cannot be verified, and

·  the complainant fails to or refuses to submit the complaint in writing or  

·  fails to or refuses to meet the Head Teacher*.

7.5
In all cases, the Head Teacher* should inform the teacher of the complaint without delay or as soon as practicable after the complaint is received and inform them of their right of trade union or other appropriate representation.

7.6
A complaint will not be ignored simply because it is anonymous.

8 Malicious Complaints
8.1
The Head of Education must be informed immediately if there are grounds to believe that a complaint is malicious and may impact on the health or welfare of the employee(s) or pupils in order that the issue may be resolved.

9. Appeals Procedures
9.1 A complainant has the right to appeal to an officer who is more senior than the employee who has initially dealt with the complaint, where the complainant remains dissatisfied with the outcome. The complainant should be informed that no further action will be taken if the complainant fails to reasonably comply with the terms of the appeal process.

9.2
An appeal against a decision taken by a Head Teacher* should be submitted to the Head of Education who shall arrange to have the complaint taken forward within the following timeframe.

9.3
An appeal against a decision taken by a Head of Service should be submitted to the Strategic Director – Community who shall arrange to have the complaint taken forward within the following timeframe.

9.4 
An appeal against a decision taken by the Strategic Director – Community should be submitted in writing to the Chief Executive who shall arrange to have the complaint taken forward within the following timeframe.

9.5 Stage 2 – Appeal to Head of Service/Strategic Director - Community

· An acknowledgement of a written appeal will be sent within 5 working days.

· Subject to operational and legislative requirements a detailed response should be sent within 10 working days.

· If it is not possible to give a detailed response within 10 days a letter should be sent within that period explaining the reason for the delay and how long it will take to make a response.

· If a meeting is to be arranged regarding an enquiry, comment or complaint this will normally be done within 7 days of receipt of written appeal.

· The detailed response will include an indication of the next stage in the procedure, if the customer remains dissatisfied, including written appeal to Chief Executive.

Stage 3 – Appeal to Chief Executive

· An acknowledgement of a written appeal will be sent within 5 working days.

· Subject to operational and legislative requirements a detailed response should be sent within 10 working days.

· If it is not possible to give a detailed response within 10 days a letter should be sent within that period explaining the reason for the delay and how long it will take to make a response.

· If a meeting is to be arranged regarding an enquiry, comment or complaint this will normally be done within 7 days of receipt of written appeal.

· The detailed response will include an indication of the next stage in the procedure, if the customer remains dissatisfied with the response given including written appeal to the Local Government Ombudsman. (see appendix 4)

This procedure does not detract from an employee’s right to seek redress through the Council’s appropriate Grievance Procedures or at an Employment Tribunal.

(DATE OF ISSUE –AUGUST 2004)
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Complaints/Comments regarding delivery of education services (i.e. not complaints/comments regarding members of the Teaching Staff)



 East Dunbartonshire Council Procedure Manual 2/26

                         School ……………………………………………..
	Date and Source of Enquiry/ Comment /Complaint
	Customer Classification
	               Customer Details                     5.1 Classification
	HGIOS Q.I.  Classification 
	National Priorities Classification 

	
Date  received              /       /
Time__________
Personal Caller      

Telephone                

Letter         

Fax

other                             
	Parent/Guardian

Pupil

Member of Public/other             

School Board         

Councillor                               

 MSP/MP/MEP

.
	Name                                                       Enquiry
Address                                          _        Comment
                                                        _       Complaint
Post Code _____________________      Anonymous/          Tel No________________________            non-verifiable/
Pupil’s Name___________________           malicious 

Class______Guidance ____________                                                                
	Curriculum                                  

Attainment                                   

Learning and Teaching               

Support for Pupils                        

Ethos                                           

Resources                                    

Leadership, Management           

      & Quality Assurance

 
	Achievement and Attainment              

Framework for Learning                                

Inclusion and Equality                            

Values and Citizenship                    

Learning for Life                            


 Complaint/ Comment Details and Record of Action Taken                                  Note  Tick only the appropriate boxes                                                                                                                                                                   
	Complaint/ Comment relates to 
Curriculum
Attainment

Learning and Teaching               

Support for Pupils                        

Ethos                                           

Resources                                    

Leadership, Management           

      & Quality Assurance

 Issues relating to Pupils

 Non-school Issue ( e.g. National or  Council Policy)

Notes_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

	HT confirmed that in               accordance with school or Council policy

employee advised

  request for written confirmation
meeting arranged

Date             /       /

employee advised 


anonymous/non verifiable/malicious complaint

employee advised 

referred to H of Ed.


Date            /       /
	minor case
employee accepts complaint justified

remedial action agreed
complainant advised in broad terms of outcome of complaint and remedial action

serious case

employee accepts complaint justified
disciplinary procedures initiated
  remedial action taken
employee notified of outcome of complaint     and remedial action
complainant notified in broad terms of outcome of complaint and remedial action

employee does not accept complaint justified
complainant asked to submit in writing
meeting with Head Teacher* arranged

Date            /       /

complainant agrees accuracy of notes of meeting

signed notes of meeting (attached)
	employee interviewed (notified of right of TU representation)

complaint found to be unjustified
employee notified
complainant notified in broad terms

complaint file closed
complaint found to be justified
remedial action agreed

complainant advised in broad terms of 

      outcome of complaint and remedial action

disciplinary procedures initiated

employee does not accept justified
disciplinary investigation initiated
remedial action taken
Special Circumstances for attention of Head of Education

complainant dissatisfied and notified of right of appeal 
complainantrefused to substantiate/failed to meet with HT

complainant advised of no further action
  employee advised of no further action
4.9 case to Head of Legal Services and relevant T.U.

4.9 actions/behaviour  at meeting with HT*

5.9.13 Health & Safety issue at meeting with HT*
  5.9.21 concern areas referred to Head of Education

 all documentation relevant to Special Circumstances sent to   Head of Education (attached)


Appendix 2
Complaints/Comments regarding members of the Teaching Staff
	Date and Source of Enquiry/ Comment /Complaint
	Customer Classification
	               Customer Details                     5.1 Classification
	HGIOS Q.I.  Classification 
	National Priorities Classification 

	Date  received             /     /
Time__________
Personal Caller      

Telephone                

Letter         

Fax

other                             
	Parent/Guardian

Pupil

Member of Public/other             

School Board         

Councillor                               

 MSP/MP/MEP

.
	Name                                                    Comment
Address                                                 Complaint
                                                              Anonymous /          
Post Code ___________________              non-verifiable Tel No______________________         malicious

 Pupil’s name_________________       abusive

                                                        language/behav -
Class____Guidance___________               iour                                                                                                                      
	Curriculum                                  

Attainment                                   

Learning and Teaching               

Support for Pupils                        

Ethos                                           

Resources                                    

Leadership, Management           

      & Quality Assurance

 
	Achievement and Attainment              

Framework for Learning                                

Inclusion and Equality                            

Values and Citizenship                    

Learning for Life                            


East Dunbartonshire Council Procedure Manual 2/26                                      School ……………………………………………..
Complaint/ Comment Details and Record of Action Taken                                                                  Note  Tick only the appropriate boxes below                                         .        

                 
    5.8.2 Initial Record of Written Notes –














          . 
                            Details of Complaint /Comment

      5.9 Initial Action Taken
      5.9.5 – 5.9.13Further Action                                                         5.9.14 - 5.9.21                                                          .                                                        
	
	HT confirmed that in               accordance with school or Council policy

employee advised

  request for written confirmation
meeting arranged

Date             /       /

employee advised 


anonymous/non verifiable/malicious complaint

employee advised 

referred to H of Ed.


Date            /       /
	minor case
employee accepts complaint justified

remedial action agreed
complainant advised in broad terms of outcome of complaint and remedial action

serious case

employee accepts complaint justified
disciplinary procedures initiated
  remedial action taken
employee notified of outcome of complaint     and remedial action
complainant notified in broad terms of outcome of complaint and remedial action

employee does not accept complaint justified
complainant asked to submit in writing
meeting with Head Teacher* arranged

Date            /       /

complainant agrees accuracy of notes of meeting

signed notes of meeting (attached)
	employee interviewed (notified of right of TU representation)

complaint found to be unjustified
employee notified
complainant notified in broad terms

complaint file closed
complaint found to be justified
remedial action agreed

complainant advised in broad terms of 

      outcome of complaint and remedial action

disciplinary procedures initiated

employee does not accept justified
disciplinary investigation initiated
remedial action taken
Special Circumstances for attention of Head of Education

complainant dissatisfied and notified of right of appeal 
complainantrefused to substantiate/failed to meet with HT

complainant advised of no further action
  employee advised of no further action
4.9 case to Head of Legal Services and relevant T.U.

4.9 actions/behaviour  at meeting with HT*

5.9.13 Health & Safety issue at meeting with HT*
  5.9.21 concern areas referred to Head of Education

 all documentation relevant to Special Circumstances sent to   Head of Education (attached)


Completed By_______________________________________________________________Date____________________________________

Appendix 3
Date
Name
Address
Dear  

Further to your letter of ………………….. and our meeting of ……………………, I can now confirm that your complaint has been fully investigated within the terms of “Complaints Concerning the Delivery of Education Services”.

I have to advise you that as a result of my investigation your complaint has been substantiated and that appropriate action has/is now being taken to remedy the situation and to ensure that there is no repeat.

The action being taken is (INSERT BRIEF DETAILS)

(DO NOT INCLUDE DETAILS OF DISCIPLINARY OR INVESTIGATORY PROCESS INVOLVING A MEMBER OF STAFF OR PUPIL)

May I thank you for taking the time to contact me regarding this matter and for providing me with the opportunity to amend the situation.

In accordance with Council Procedures, if you remain dissatisfied with the outcome of your complaint you have the right to appeal to the Head of Education/Chief Executive (delete as appropriate).

The address is

John Simmons
Chief Executive

Head of Education
East Dunbartonshire Council

East Dunbartonshire Council
Tom Johnston House

Boclair House
Civic Way

100 Milngavie Road
Kirkintilloch 

Bearsden  G61 2TQ                                            G66 4TJ

Yours sincerely,

Date

Name
Address

Dear

I refer to your letter dated …………. and to our subsequent meeting on ……………. and would confirm that the complaint that you had raised has now been fully investigated in accordance with our complaints process  “Complaints Concerning the Delivery of Education Services.”

I have to advise you that as a result of my investigation it has not been possible to substantiate your complaint and therefore in this instance I do not propose to take further action.

The reason for this is (INSERT REASON).

In accordance with the above complaints procedure, if you are not satisfied with the outcome of your complaint you have the right of appeal to the Head of Education/Chief Executive (Delete as appropriate).

The address is

John Simmons
Chief Executive

Head of Education
East Dunbartonshire Council

East Dunbartonshire Council
Tom Johnston House

Boclair House
Civic Way

100 Milngavie Road
Kirkintilloch 

Bearsden  G61 2TQ                                            G66 4TJ

Yours sincerely,

  

  
Appendix 4
Scottish Public Services Ombudsman

1.
East Dunbartonshire Council has agreed that to further assist customers, paragraphs 2 and 3 below should be included in all council procedures that relate to customer complaints.  Paragraph 4, below has been included due to its particular relevance to the attached procedures.  Paragraph 5, below, is included in recognition of the Council’s commitment to the requirements of the Race Relations Act. 

2.
The Council takes all complaints very seriously.  We work hard to make sure that we deal with them promptly and effectively.

3.
If you are unhappy with how we have handled your complaint, you can contact the Scottish Public Services Ombudsman.  The time limit for making a complaint to the Ombudsman is usually 12 months.

4.
However, in accordance with the Act the following activities are not within the remit of the ombudsman:-  “Professional educational matters, i.e. the giving of instruction, conduct, curriculum or discipline in any educational establishment under the management of an education authority”.

5.
The Scottish Public Services Ombudsman may be contacted at the following address:-

The Scottish Public Services Ombudsman

23 Walker Street

Edinburgh

EH3 7HX

Tel: 0870 011 5378

enquiries@scottishombudsman.org.uk
6.
The Race Relations Act 1976 (Statutory Duties) Order 2001, places public authorities under a duty to prepare and publish a Race Equality Scheme.  East Dunbartonshire Council has such a scheme in place.  The Scheme sets out the Authority’s arrangements for a range of processes including “ensuring public access to information and services which it provides”.  A copy may be obtained from the Head of Education, Boclair House, 100 Milngavie Road, Bearsden G61 2TQ.

7.
Therefore this document or an appropriately translated version, will be made available and issued to any complainant seeking to pursue a complaint beyond Section 5.10.7 or 5.10.18  as appropriate.
Appendix 5
EXTERNAL COMPLAINTS AGAINST TEACHING STAFF 
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COMPLAINT TO 


HEAD TEACHER*


HEAD OF SERVICE


(Acknowledge written complaints within 5 days)





NOT JUSTIFIED OR IMMEDIATELY RESOLVED





COMPLAINT JUSTIFIABLE





Advise complainant and employee ( 10 days)





No Further Action





EMPLOYEE ACCEPTS COMPLAINT JUSTIFIABLE





EMPLOYEE DOES NOT ACCEPT COMPLAINT IS JUSTIFIABLE





Complaint is not justified





Advise complainant of Right of Appeal





Investigate under Disciplinary Procedures


Notify Employee


Notify Complainant


(3 days)





Initiate disciplinary procedures


Notify employee


Notify complainant


(3 days)





Agree remedial action with  employee


Notify complainant & employee


NFA 3 days





Complaint is justified


(Employee Accepts)





Complaint is justified


(Employee does not accept)





OPTIONS





INTERVIEW EMPLOYEE


(7 DAYS)





INTERVIEW COMPLAINANT (AND SEEK COMPLAINT IN WRITING) 7 DAYS





Head Teacher & Employee Agree Remedial Action


Potential Disciplinary Procedures





Advise complainant and employee (10 days)





Head Teacher & Employee Agree Remedial Action


Potential Disciplinary Procedures





Advise complainant and employee (10 days)





Complaint is justified


(Employee Accepts)



































Notify complainant and employee – NFA (3 days)
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