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Heatherley, Primary Schoob ts committed to- dealing withy all, complaints Jairly ands impartially, andto
aroviding a high-quality service to those who complaine We will: nob normallyy limits the, contact
complainants have with, our schook Howessers we, do- nob empect; our staff to- tolerate unacceptable
hehasiour ands uill take action to- protect stafl from thats behawiour including that which is abusive,
offensive; or threatening.

Heatherleyy Primary School, defines unreasonable behariour as that which hinders our consideration o
complaints because of the frequency o nature of the, complainant’s contact with the: schools such as, if

refuses to- articulate their complaint or specifiy the: grounds o o complaint or the, outcomes sought
biy raising the complaint, despite offers o assistance:

refuses to co-openate with the, complaints investigation process:

refuses to- accept thab certain issues ane nob withiry the scope ot the, complaints procedure;

insists on the complaint, being, dealt, with in ways which are incompatible with the, complaints
procedure or withy good practice.

introduces trinial, or irmelevant information which they expect to be, considered, and, commented, on
raises large numbers, ofs detailed bu unimportant questions, and insists they are fullyy answered,
ofteny immediatelyy and to- their own timescales:

makes unjustified, complaints ahoubstaf) who aretrying to deals with the issues and, seeks to have
them, replaced.

changes the basis o the complaint as the inwestigation proceeds.



Depwhnenb}ooEdumhm
e seeks an unrealistic outcome.
being dealt with
e uses threats to intimidate.
while the complaint is being progressed. It ts not helpful, i} repeated, correspondence is sent (either by
Whenener possible; the headteacher or Chair of Governors wills discuss any, concerns with the
is unreasonable and ask them to- change it For complainants who excessively, contact Heatherley,

megs&wobwmg@swqu]ldxwphm we/mmézspw}g;meihod&o!lcommunwahmand/
hmxbﬂwnwnb@qllconhmt&wa/communwahmplm Th&mlbb@wmedoﬁﬁnmnwnﬂ\&

communicate our actions irv writing. TMWWWMMMHMPW
School.
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