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Phoenix Community College Philosophy 

Phoenix Community College is committed to providing a high-quality education and ensuring the well-being of all students. This policy outlines the procedure for handling complaints from parents, students, and other stakeholders. 
2. Purpose 
The purpose of this policy is to: 
· Ensure all complaints are handled in a consistent, transparent, and fair manner. 
· Resolve complaints at the earliest possible stage. 
· Improve school practices through constructive feedback. 
3. Scope 
This policy applies to all students, parents, guardians, and other stakeholders associated with Phoenix Community College. 
4. Definition of a Complaint 
A complaint is an expression of dissatisfaction about the school's action, lack of action, or the standard of service provided by or on behalf of the school. 
5. Stages of the Complaint Procedure Stage 1: Informal Resolution 
· Complaints should be raised informally with the relevant teacher or staff member. 
· Most issues can be resolved quickly through direct communication. 
Stage 2: Formal Complaint 
· If the issue is not resolved informally, a formal complaint should be submitted in writing to the Headteacher. 
· The complaint will be acknowledged within 3 working days and a response will be provided within 10 working days following an investigation. 
Stage 3: Appeal to the School Board 
• If the complainant is dissatisfied with the outcome of the formal complaint, they may appeal to the School Board. 
· The appeal must be submitted in writing within 10 working days of receiving the formal complaint response. 
· The School Board will convene a panel to review the complaint and provide a final decision within 15 working days. 
6. Confidentiality 
All complaints will be handled with strict confidentiality. Information will only be shared with those directly involved in the process. 
7. Recording and Monitoring 
All complaints and their outcomes will be recorded and monitored to identify trends and areas for improvement. This information will be used to enhance the school's services. 
8. Roles and Responsibilities 
· Complainant: To raise concerns promptly and provide all relevant information. 
· Teachers and Staff: To address informal complaints and direct formal complaints to 
the Headteacher. 
· Headteacher: To investigate formal complaints and provide a written response. 
· School Board: To review appeals and provide a final decision. 
9. Unresolved Complaints 
If a complaint remains unresolved after the internal procedure has been exhausted, the complainant may seek further recourse through external bodies such as the Department for Education or an independent ombudsman. 
10. Review of Policy 
This policy will be reviewed annually to ensure it remains effective and meets the needs of the school community. 
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