Assessment 2 Donna - 1000 words 
Sanelli,(2018) clarifies that policies are important because they address pertinent issues, and that policies clearly outline what actions are unacceptable, Kokemuller, (2018) gives a similar explanation to Sanelli,(2018)  on policies explaining that workplace policies establish boundaries, guidelines, and best practices for acceptable behaviour at your business. This is showing that policies are important in all workplace environments to ensure issues are dealt with correctly and in an appropriate way.

The policy that will be looked into is the complaints policy. This policy is in place to clarify any issues which people are not sure about and the placement is committed to dealing with all complaints effectively. Kingfisher learning trust, (2017) explains that it is in everyone's interest that concerns and complaints are resolved at the earliest possible stage and that complaints should be dealt with right after the complaint arises. This indicates that most people want to make sure that complaints are dealt with fast to ensure that no other problems arise. Welsh Government, (2012) provides a similar explanation of complaints policies in saying that a complaints procedure is a way of ensuring that everyone who has an issue with the school can raise their concerns and be reassured that it will be looked into and considered to see if it needs to be taken further.  

Department for education, (2016) clarifies that all schools must have and must make available a procedure in place to deal with any and all complaints either relating to the school or relating to any community facilities or services that the school provides. The school needs to make sure that a complaints policy is in place so that if any complaints arise they can be dealt with accordingly and handled in the best way possible. The school's complaints policy clarifies that their definition of a complaint is an expression of dissatisfaction in relation to either the school or a member of staff which then requires a response from the school.  


Caerphilly. GOV.UK, (2019) makes it clear that when making a complaint there are 3 stages which include the informal stage where a complaint can be raised and resolved, stage 2 which is the formal stage and stage 3 which is when the complaint or issue is referred to the complaints committee of the governing body and that is when things will be taken further.  The school makes it clear that if a complaint is raised then it will be assessed and looked into and if it does need to be taken further then it will be done in a manner that ensures everyone’s opinions and questions are heard. Caerphilly county borough council, (2016) goes into further detail on the stages of a complaint explaining that stage 1 of the complaint is normaly acknowledged and looked into within 5 working days, stage 2 is where there will be a formal investigation in which the school can seek advice form within and outside the council and within this stage the complaint is aimed to be resolved within 20 working days. 
                The school has  made it clear that they aim to resolve complaints within a certain time limit so that the public are reasured that all issues raised are dealt with in a safe manner and are handeled with professionalism. The school also makes it clear that all complaints are important and complaints and issues that are raised will be considerd and invesigated. 

Complaint policies are important in all organisations in the management of the public and it has many benefits which include resolving issues that are raised by people about the school, it provides information that could lead to improvements in the services being provided, and by handling complaints in a correct manner it can improve the schools reputation and make people more confident in the school and their manner of dealing with issues (Ombudsman Western Australia, 2017). This is showing that complaints policies are a vital part of a school and the way that it is run because if complaints are dealt with correctly then it means that all issues raised will be resolved. Victorian Equal Opportunity and Human Rights Commission, (2019) agrees with (Ombudsman Western Australia, 2017) in making it clear that it is important because by having effective complaint procedures in place helps organisations deal with issues and complaints that are raised quickly and in a correct manner so that everyone is kept happy and so that it ensures that everyone has equal opportunities and rights. This is indicating that by having this policy in place the school is showing the public and the council that they are ready to take complaints further in necessery and it is showing that the school is willing to consider all complaints and look into any and all issues raised about the school. 

This paper has looked into the complaints policy that schools have in place to ensure the safey of students and the public. The paper listed the stages of a complaint and what a complaint policy is and how and why it is used within schools, as well as making clear the importance of having a complaints policy in place. 
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Complaints policy from chosen placement 
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