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1.1

1.2

(UL A BRI HIRIEE, (KRS, RIS RAEMTE, LFEXE M)
Introduction /48

What is a complaint? 124 Z# 7 ?

A complaint relates to something which is seen as unsatisfactory or unacceptable. It is an expression of
dissatisfaction with a real or perceived problem. It may be made about the School as a whole, about a specific
department or about an individual member of staff, and any matter about which a parent is unhappy and seeks
action by the school is within the scope of this procedure. A complaint is likely to arise if a parent believes that the
school has done something wrong, failed to do something that it should have done or has acted unfairly.

BOR BRI AN BN AT B2 S . IR sebkc A BRI AE IR DR — R AN Rk . BT
PO R TR AR AT B 0P 3 TR RI8F,  BURAEAT & SR AR AN A B TR EER
BATBIRI S, . IR E KO ERAET 7 . REEMNZM A ST AR, ™ AR

In particular, it is an expression of dissatisfaction or concern communicated by a parent to a member of staff that
requires a response from the school. These concerns might be about, for example:

R, RXARF KA TAE N RIEAFH B — A3, RN 7 2ot IR SRR AT ek
FULR T, .

e The school’s educational and well-being provision, regulations, processes and policies

e The school’s operational and administrative provision, regulations, processes and policies
e  The behaviour of a member, or members, of staff towards either their child or themselves
e A decision made about their child by an individual member of staff or ‘the school’

e Any issue associated with finance

o CHRIHEARMASCRIN . BRI, FARMER

o FRIZENTERE. ME. FAEMBER

o I A HI A TN SR B AT £ 1 AT ORI
o HIAN I HHR 53 T B AR AR AT £ R pE
o SIS MAEAT I

Complaints may be differentiated from questions posed, suggestions made or matters raised by parents as
they do not reflect dissatisfaction, discontent or a lack of satisfaction. A separate QR code is available to
parents to raise any such matters. These are dealt with by the Deputy Head Pastoral and are logged
separately.

TFH SR KIBHISE R BV BER N HEIIX IR, BOYEE IFARBRAHEEAN . 4L
CLE A — AN I8 R A R KA 2R . X R A B K s b, IF B AT R

The School is here for your child and you can be assured that your child will not be penalised for a complaint
that either you, or your child, raise in good faith.

FRENEZ A E T . R, TR, BB TIREMEERY, B THA

SR ENEL

Circulation: This policy is addressed to the Senior Management Team, all members of staff, governors and
parents. A copy can be downloaded from the school's website or is available on request from the school office.

&5k RBCECRMGEFRZEHMBN ., 2A R T, FEHRIRAMFK . REUECT AL W5 T
AIAS, BURR AR A BRI


https://www.google.com/search?sca_esv=602165150&rlz=1C1GCEU_zh-CNCN1030CN1030&sxsrf=ACQVn082cPM0oIJ_zWtmcA0oJCK6Ys-1Bw:1706457499812&q=unsatisfactory&si=AKbGX_plOwDP0zNrKp9MfsWGLhHNz9CtJdDEJsK59uXNnjjMMoTC1szgBNGjXFfAaulwCeMXHdPGzy4NtWO4u1c74yI8Bu-5a_0jiaZal3uX5AHIAKP9iQc%3D&expnd=1
https://www.google.com/search?sca_esv=602165150&rlz=1C1GCEU_zh-CNCN1030CN1030&sxsrf=ACQVn082cPM0oIJ_zWtmcA0oJCK6Ys-1Bw:1706457499812&q=unacceptable&si=AKbGX_rYYX5RSQWW4ITS1L-igAzuaUR5-V99MzJfIQ_uyS8Rog7bHmDVdJ4W6AsJxFnNOSHr5HkE9haPnoltkqV4e82lU6qfi4EEqd_MPZSeV9JSzFWHSRs%3D&expnd=1

1.3

1.4

1.5

1.6

1.7

1.8

Accessibility: This policy can be made available in large print or other more accessible format, if required. If
assistance is required with making a complaint, for example because of a disability, parents should contact the
Deputy Head Pastoral who will be happy to make appropriate arrangements.

WM WA, AR BN TR RS . SO S TR AR e A RAE SR R 7R 2
HBh, Bl AR, KN RE T B KO SR A 2 HE

Policy status: The policy has been approved by the Principal and the Governing Board of SPGSI. It provides
guidelines for handling complaints. It is drafted in accordance with Part 7 of the Education (Independent School
Standards) Regulations 2014 (S| 2014/3283). The policy applies to all sections of the school. Some of the
procedures can only be carried out during term time.

BUORRE: ZECRC IR KA E e, (R BR R 3078 . ERIRIESEE 2014 SEHH O
SEEEREARE) ZRBIES 7 2y (S12014/3283) MIELRER K. ZBORIEH T AR b i
R b HIE] AT .

Application: Separate procedures apply in the event of a child protection issue (see the school’s Safeguarding
(Child Protection) policy), or if the Principal expels or requires the removal of a student and the parents seek a
Governors' Review of that decision (see the school’s Expulsion Policy).

R : VAR WA Ui A R B EOGE —— R LB Z & RS IEOL (S R LE R B
o WARECKE T BRECEDR A AEIR Y, MR KT RE S ZRERN A (S AR EREGE .

Parent(s) / You: Includes a current parent or legal guardian of a child currently on roll at the school and may
include a parent whose child has recently left the school but only if the complaint was initially raised when the
student was still on roll at the school.

“HRRME” AR HATERURIELZ T X K e E A, BRSO RINE R Z T 5K (EHRTIR %
VR A AEAER RS D .

Three stages: This policy describes a three-stage procedure:

o Stage 1: informal raising of a complaint notified orally or in writing to a member of staff
. Stage 2: a formal complaint in writing to the Principal
o Stage 3: a reference to the Complaints Panel

=B ABERH BRI RS =P B

BHrE: FEALF, BEidOKRPEBRBHTEANR
BB MRKRR I ERESF
BERR: RXEBFRRS

Timescales: We aim to resolve any complaints in a timely manner. Timescales for each stage are set out below in
the relevant paragraphs. When we refer to working days, we mean Monday to Friday, when the school is open
during term time. The dates of terms are provided on the school calendar.

IFIRIER: FAVE AL SR RAE AT BRI BRI RES IR . P REIR TR, RIRHRAE
EEEHME R — B 1. A H A H I RLAAG 22 AR et .



1.9 Parents should immediately notify the person they believe is best placed to take urgent action if they have a

21

22

31

concern about their child’s safety. Any safeguarding concerns should be raised immediately and confirmed in writing
to the Deputy Head Pastoral as the school’s DSL (please see Appendix i for contact details).

WMRFKI T B 2 B AT, NALRL@E A AR fe I RIUE S4TSR N . AR, AT LE %
AARTAHSI A @, 7522 LA TR SRR A 48 S H A B RIS ——Ath /it TR B R A 22 AR 1) ) L3 22 4 ARG 45
FEN (DSL)  GEZ W% — DISRIUR R EED

Policy Aim and Statement B{3& H #7H1 7= B

Aim: Our school ethos promotes open communication with parents and encourages a continuing dialogue between
home and school throughout a child’s education. The aim of this policy is to ensure that parents feel able to raise
openly with the school any concerns they may have and that these will be managed sympathetically, consistently,
efficiently and at the appropriate level, and resolved as soon as possible. We will try to resolve every complaint in a
positive way with the aim of putting right a matter which may have gone wrong and, where necessary, reviewing our
systems and procedures in light of the circumstances.

HAR: BB ST KAATITRAVEIE, FFE %S S BEE LT i) 5 2R R xTE . ABORR H RN E
AR AR I B [ S S W i R 2R, L DR g S e 1) ) REURE A5 B BEAR . RIS e F MR B AR . =Rk
I RARY R R BATVRR TT LB J5 U g — R, BRI BB S 16 DL, I 7 0 B AR
T O B A RATHI A R AR

Policy statement: Any issues which arise are normally dealt with informally through discussion and parents are fully
involved in key decisions which affect their child’s career. Contact details for pastoral and academic staff are available
from the school office. We encourage parents to use these channels should an issue arise as we need to know as soon
as possible if there is any cause for dissatisfaction or concern. Complaints will always be dealt with in accordance with
this policy. Parents and students should never feel (or be made to feel) that a complaint will be taken amiss or will
adversely affect a student or their opportunities at this school.

BRSO AR R, 38 1 VA i U EAS LU vk, IR XK S8 5 S0 L% T80 P AR e ok
o FKAT AR E RPN TE F LA ZEAR AR ARG I R 5 2 BRATTSE I Z AR A B i) RO {iE
FIXEEIRIE, RO IRATRE ERARFITE AT A R T ZAKAIABAEM . FKHEFA BRI 28 A BOR . X
KAZELA RISy (B RZ R HAUR SRR AR B 22 A P AE AN R B I B 5 A JRUA A E FRAL 1%
EH IR

Management of complaints #FE H

Complaints Co-ordinator: The Deputy Head Pastoral is responsible for the co-ordination and administration of the
Complaints Procedure. If the Deputy Head Pastoral is unavailable or is the subject of the complaint, their duties will be
carried out by the Principal. The main responsibilities of the Deputy Head Pastoral are to:

e  be the first point of contact while the matter remains unresolved and keep records

e co-ordinate the complaints procedures in school

e arrange assistance for parents who require this, for example, because of a disability

e  maintain an on-going training programme for all school employees in relation to complaints

e monitor the keeping, confidentiality and storage of records in relation to complaints

e report regularly to the Principal and to the Governing Board’s Education and Pastoral Committees with respect
to complaints.

BIFHRARE: EF %&ﬁﬁ%ﬁﬁﬁﬁ%ﬁﬁﬁ%ﬁom%% AR TCIE AT IR ST BOR R IXT R, HIST
KKK AT . T E B A 2R D2

o FEREARMRETIENE —BRN . HFHERHAIEIL R
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o AR N AR BLURRE

o N EFBM K ZH ), B0 sk

o FREIONAERL G LHE S HEFAH R ET T4

o E SHRUPHRIIERMRAT . REALEH

o EMRRKIKRHESR TNEK “HEMASCRNE R ICIRFRMHERE I

Stage 1: Informal Complaints and Concerns F—r&: JEIERFLVF

We expect that most complaints, where a parent seeks intervention, reconsideration or some other action to be
taken, can be resolved informally in the first instance. Examples might include dissatisfaction about some aspect of
teaching or pastoral care, or about allocation of privileges or responsibilities, or about a timetable clash or some
other aspect of the school's systems or equipment, or a billing error. Complaints of discrimination, bullying,
harassment or victimisation are taken very seriously and may need to be dealt with formally. Governors are
informed of the nature of stage 1 complaints and concerns in order to monitor trends.
HWH, RBESRF (KKIRTHL HHHE. BFRBOLEATaE o0 255 —FrBot ar bhdid 4k 1= 307 2
o B, X EEEBASOPRIAET AN . SO AL BT ORI AN . SO ERFER (0 2 7 B
FRISE AT A, BRI ERENRES . KT EM. . BREER B AT A BR 2R xt
R, FEATRE ELEEAE VAR I B —— 4% E U VRIS . 25— I BRI VR 5 RS B S B VAR, DA AT M
KBS

4.2 The complaints process for Data Protection matters is set out in the school’s Privacy Policy and the GDPR policies.

KT B PRI F I BRI CAE AR (BB M (CEE R ESED) haii .

4.3 Notification: If appropriate, please raise the complaint initially as follows:

. WA ALE, TEAERRDIRIRIIET, ZHE LT RM:

4.3.1  Education Issues: if the matter relates to the classroom, the curriculum or special educational needs,
parents are asked to speak or write to their child's Homeroom Teacher (JS), Mentor (SS), ALNCo or
relevant head of department as appropriate.

FEER: AR R S R R B R B A RORA R, KRN S ZTIIEEE (4hh
) AN (Rl o ALNCo CRPZREUE TR VMR 1)« BURISGHR T 4 Do A\ 7 i B T 1E
E

4.3.2 Pastoral Care: for complaints relating to matters outside the classroom, parents are asked to speak or
write to their child's Homeroom Teacher (JS) or Mentor (SS).
ANSCREIRS: W T HRETRIBF, KKESZTRIEEAE G AN (R
AP R L)

4.3.3 Disciplinary Matters: a problem over any disciplinary action taken or a sanction imposed should be
raised first with the member of staff who imposed it or their line manager.
LRI W4 TR SR T RE R, NS R AT IR AL AU IR R . B R
HEWT

4.3.4  Financial Matters: a query relating to fees or extras should be raised in the first instance with the Finance
Manager betty.yu@spgs-shengbo.com

W Z I AP BN a8, N S R 45 4 B betty.yu@spgs-shengbo.com # HH .

4.3.5 If the complaint is against a senior manager, parents should speak or write directly to the Principal.

MR RARFRGT (A 1HF, KN ES R E S .


mailto:betty.yu@spgs-shengbo.com
mailto:betty.yu@spgs-shengbo.com

4.3.6

If the complaint is against the Principal, parents should write directly to the Chair of the School
Governing Board whose contact details are available from the School Office on request (see Appendix i
for contact details).

WARBRRA RIKIBF, ZRKRNEESEARER TR, HRRT A AR A= RZ I (L
BRARTTAGE MR D o

4.4 Record-keeping: A written record of all informal complaints raised is maintained. Two QR codes are maintained. One is
provided for the logging of external complaints by parents; a second QR code is provided to staff for the internal logging
of complaints passed on by parents.

EFRRE: FKRHKA I ERRFEH BTN . FRAPNARG 450, — g TR K EE
RHFs 73— DG TR A S TR NS A R i B

441 External complaints by parents will be logged via the QR code (see below)

FART I N7 YR B R SRR

The record by school will include:

FROACFSFI S LU E R

442

the name of the parent making the complaint;

the date/by whom the complaint was received;

to whom the complaint was passed;

the nature of the complaint;

any initial response;

colour-coding demonstrating whether or not the complaint has been resolved, and if so how;
any next steps.

nE NIV PN 2R

BRI FY /20N

BRI AT 2 T AL B

BAFHIVE T ;

AEATHIE (8] R

P FB R BRI O R, RO R, WHCSRAR R T 2
REAEMEEPE,

Once a concern is received, the Deputy Head Pastoral (Complaints Co-ordinator) logs it in the
complaints’ spreadsheet. The Deputy Head Pastoral then allocates the complaint to the appropriate staff
member or member of the senior team via email. The complaints’ log is monitored and updated daily
during work hours.

—BEHR, EEERK (BIBRIA D SR HACRAER VPR TR . B ERIEKEE AR5
VRIRAE 7 R A AR A T N BT AL . B4 A H A TARRS (B A, AT 2 i i AN B R
TSR R .



4.5

4.6

443  Asecond QR code is available to staff where complaints are passed on by parents either orally or via
email.

A e R A2 TR Tl S S A I Sk BB S R N 2
The record includes:

e the name of the parent making the complaint;
the date/by whom the complaint was received;
e to whom the complaint was passed;

e the nature of the complaint;

e any initial response;
e colour-coding demonstrating whether or not the complaint has been resolved, and if so how;
e any next steps.

TR BVRI R EE LT B

o RUBIFHIZFKHILEA

o PURRII H IR s SRS A4 1AL B

o HRUFHITERT

o AEMAYILEIN

o PP REREIE R O, MR, WSS TT
o EEHIEMEELE.

444  Complaints received via the QR code are logged in the central complaints’ log.

L AU R T R, S PALRAE AR IR S H S

Acknowledgement: Written complaints will be acknowledged by telephone, e-mail or letter within three working
days of receipt during term time. In the holidays the acknowledgement will be made as soon as is practicable and
not later than three working days beyond the start of the next term or half term.

Bk BEBICHAEREER =D TAEHN CAEIED E ik, i s &S 77 k. 2R
JARISCRIR R, AROR R PRIIAE], JEAIE TG B (B0 28D JHRR =D TEH W,

4.5.1 In acknowledging receipt of a written complaint, the appropriate member of staff will either speak with the
parent over the phone or invite them to a meeting as soon as is practicable and no later than within ten
working days, depending on its nature and urgency. Where appropriate they will indicate what action is
being taken and the likely time scale.

FERINCE T BRI, HR AT NRARIE SR RIPE AR SREEE, A+ AR B AR RIS i
SR KMEBIE R MR, EIEHO0T, SR U ] A SR I It S LTt ke AR ek 1)

4.5.2  In response to an oral complaint, the member of staff should either attempt to resolve the issue at the
time or, if further discussion and investigation is required, explain that the parent should expect a
response, which might include the possibility of a further meeting, either orally or in writing within three
working days, depending on the nature and urgency of the complaint.

FRTTSBEVR, IS ST 27 IS AR R, B AR A — R, R AR
e SfF AN THRH mit Sk BRI A F KA, AR A2 2 st — B IOV, X IR
e TR P R

Unresolved complaints: A complaint which has not been resolved by informal means to the parent's satisfaction
within 15 working days should be notified to the school in writing as a formal complaint. This will be dealt with in
accordance with Stage 2 below.

REBFREIBF: (L 156 D TAE H PRAE LR AT sSUB SRR, SRS B T 77 3Gl R A R Y 56
B IE SR RRHZ T T AR AR B




5.1

5.2

53

4.6.1  Members of staff should inform the Deputy Head Pastoral and their line manager if an informal complaint
cannot be resolved within 15 working days. At this point, after regret has been expressed that the
concern has not been resolved to the parents’ satisfaction, the parent should be advised in writing by the
Deputy Head Pastoral, in their role as Complaints Co-ordinator, that if they wish to pursue their
complaint further they should proceed to Stage 2 of the School’'s Complaints Policy (a copy of which
should be attached/enclosed) and follow the process below.

4R 2RAE 15 A TAF H BB R AR IE A r, A ST ARIEAIE 7 B K ABITA S ELST
SRS, B BRSO R BE R K K AR R 5, N AR IR S B 3 P i A sk, i
A1 BB — DB TR, TR (BRI A58 R B ARt AT (IR 2 b/ — A B5EUR
F o, LR EL R AT .

4.6.2  Where repeated attempts are made by a parent to raise the same complaint after it has been considered
at all three stages, this will be regarded by the School as vexatious and outside the scope of this
procedure.

WMARFE KRB L T =AM B HE)E, KRR ERBMHFA RS, AR B EAT
Ny FEAEARBH AN B B .

Stage 2: Formal Complaint 3 —FtBt: IEX#HF

Notification: If a parent is dissatisfied with the response to the complaint under Stage 1 or feels the need to
lodge a formal complaint, details should be set out in writing and addressed to the Principal, stating explicitly the
wish to invoke the formal complaints procedure and including full contact details. A formal complaint will be
acknowledged by telephone, e-mail or letter within five working days during term time, as soon as is practicable
in the holidays and not later than five working days beyond the start of the next term or half term, indicating the
action that is being taken and the likely time scale.

WA W RGNS 55— B BCIR IR UBR B AR B AN B 15 A e R IR SR F, R A T A R K

H, WmR A R SRR, I T ECKBR TR IERBURRAELADN TR A CEED

T AR EAE PR AR, FEBOIIE E (BR, SRR R AR E], I EAR TR A
W BRI R R B A TAE H A, 3 B IR AR SR IR A T R I 8] 2

Investigation: Complaints will be treated in as confidential a manner as possible. Discussions of the case will be
limited to the Principal and those that they need to consult with. The Principal may ask a senior member of staff
to act as Investigator and / or may involve one or more Governors. The Principal or Investigator may request
additional information from parents and will probably wish to speak to parents personally and to others who
have knowledge of the circumstances. The outcome of the investigation will be reviewed by the Principal who
will then notify the parents by letter of their decision and the reasons for it. Written records will be kept of all
meetings and interviews held in relation to the complaint.

WE: SRR RELMRE AT U B SRR SR AR TR A ZEM RN e BT BLEESR
— AR, ARG L AR A EE SR KB A TR ERF KA (S
B IR B XK. DS A TS NIE . RESS R R KE R, BRRKIEEE
PHEME KA SR L I, T 5 R BRAR SCH 2 BON TR AR O B F i .

Outcome: The Principal’s aim would be to inform any complainant of the outcome of an investigation and the

resolution to the complaint within a maximum of 25 working days from the receipt of the complaint. In practice,

the school will make every effort to respond within a shorter timeframe, especially if the complaint is urgent (for

example, it concerns the well-being of a student). Please note that any complaint received within one month of

the end of term or half term is likely to take longer to resolve due to school holidays and the unavailability of

personnel. In these circumstances the resolution will be communicated within 25 working days of the start of the
7



5.4

6.1

6.2

6.3

new term or half term.

SR BRKMAEEBRE 25D TAEH W, BB AL R RTT 5. 2R V)55 e
IFTR] A S TR, A A RSB R AR R 2 (i, 8 RSB IAI ) .« TR, A RAESAIIR
a2 R AT — A A AR ATV, B T IR B S N e HER SRR, T e 75 22 BN 8] A REAA ok o
FEIXMBLL T, AR TT SR AL 2 B 22 TR 5 1025 A H A

If the complaint is against the Principal, the complaint should be made to the Chair of the School Governing
Board who will either investigate and decide upon the concerns raised or nominate someone on their behalf to
do so. Once the Chair or their nominee is satisfied that, as far as is practicable, all the relevant facts have been
established, they will inform the parents in writing of their decision and the reasons for it.

IRBAIR R TR, KKV SRES TN, EREHEIFRERTRE, BERIRARET
. —HERESHRE RN TTEEA, WNCREFIAESS, AR DA mE 20E A o KA AT
Pk g S

Stage 3: Reference to the Complaints Panel E=FBt: RZHIFAHRFERS

We hope that any parent will judge that their complaint has been fully and fairly considered. If a parent is not
satisfied, they may request in writing that their complaint be referred to the Complaints’ Panel. The Complaints’
Panel will investigate and a review the decision taken by the Principal at Stage 2. The Panel is not able to
consider any new areas of complaint which have not been previously raised as part of the complaints procedure.

Pl B A K KGN AT CRAR A AT AR . AR KA, AR5 s K
GHOFER S RIFR RSB IFH A R KAES B e . A TERXANB B A SR B
Beetiol, WUFR RSB ASAERIRBFRRE T — IR, RO i IR U R 2l f P Ay A AL 2E

The role of the Panel: The Panel's task is to establish the facts surrounding the complaints that have been made
by considering:

BUFE R R G2 RSS2 DL & A5 20 R SR B 352

6.2.1  the documents provided by both parties and any others the panel considers relevant (including CCTV
footage)

BT HRBEII TR BLRAR IO T SRS Bk (R i s 80

6.2.2  information arising from the panel’s meetings with the parents, the Principal and other staff the panel
considers relevant.

RREEHFK KRB ARSI 5 07238 2R A5 1045 B

After due consideration of the established facts of the complaint and all facts they consider relevant, the Panel
will make findings as to whether or not the Stage 2 decision was a reasonable one and decide whether to:

a. dismiss the complaint(s) in whole or in part;

b. uphold the complaint(s) in whole or in part; and

c. make recommendations.

FEFE 0 5 BRI R E F LA TR I 585, RS ECE S BN UE R R G5, JFRE

T
a. Gl e B AR

b. A EBEB Y SRR JFH
c. FEHE



6.4

6.5

6.6

6.7

6.8

6.9

They will make these decisions on the balance of probabilities.

AT TR 1 T E PSR Al X B R E

It is not within the powers of the Panel to make any financial award, nor to impose sanctions on staff, students,
or parents. The Panel may make recommendations on these or any other issues to the Principal or to the full
Governing Body as appropriate.

BRE R AU AT 5522050, IR A T SRR s AN AL 7 . PPAGZR 7 2] DUBLIX £ i At
AR I B [ A B A A A 4t A

Composition: The Complaints’ Panel will be constituted of at least three people who were not directly

involved in the matters detailed in the complaint, comprising School Governing Board members and, where
practicable, an independent member who is independent of the governance, management and running of the
school.

AR WFE R HED = RERS SRUFTRMHEIN 4R, BRERES R, HET R
T, BE BT #E S EHERERIEE AL A .

Notification: To refer their complaint to the Complaints Panel, parents should write to the Clerk to the
Governors within five working days of receipt of the Principal’s decision. Requests will usually only be
considered if the procedures for an informal (Stage 1) and then a formal complaint (Stage 2) have been
completed. A copy of all relevant documents and the parents’ full contact details should accompany the letter
to the Clerk. The letter should also state all the grounds of the complaint and should include a list of the
documents that the parents believe to be in the school’s possession and that they wish the Panel to see. The
Clerk will acknowledge the request in writing within five working days. Requests received during half terms or
school holidays will be responded to as soon as practicable and in any case within five working days of the
start of the new term or half term. If assistance is required, for example, because of a disability, the Clerk will
be happy to make appropriate arrangements.

WA FRMAWRIE KRS E I TEA A SESKREXIE, DB RIMERafifiZis. #HR
i RAEEE TAEERBF CGE—Bo MIERKRF CGEZNBD WRREEA SH%IE. MRESB#E
RAHRIS, KK EFTAHREUR, JFE TR KIZEBIR AT e Nt A SR B H, I
BFEFKVAH PRI AR ER AR EEMBRHNE . RSB ELRAE 1A T H A B R 2 A
WA IR . AE 2730 8] SBT3 oK I X B BDRERR B AR, JF HANE T3 2 1 sk
IR R A TAEH A BN, 5 FERHD), Blind THEIEER, K 2 B PR O B a4 2 He.

Convening the Panel: The Clerk to the Governors will convene the Complaints Panel as soon as reasonably
practicable.

HAEBNE AL RES IR R A R RF R AU

The Panel Investigation: Once convened, the Panel will gather the information it considers relevant to the
complaint and organize meetings with parents, the Principal and other staff that it might consider necessary.
Parents should note that the Panel will not normally investigate during half terms or school holidays.

WE: —HHE, BFRRSRIEELYON SHEIFHRHER, JFASE K., BBl T REH RN 57
2R FRANFER, RASEEASAEFEY P BRI AT A .

Attendance at Panel meetings: HfEHIFR RSN

6.9.1 Parents may be accompanied by one other person such as a relative or friend. The meeting is not a legal

proceeding and so legal representation is not necessary. Parents should inform the Clerk to the Governors
prior to the meeting if this person is legally qualified and should note that the Panel will wish to speak to
the parents directly and this person will not be permitted to act as an advocate.

KK — AR R AR F RO R Rl SUWRRIERIER, PIAREREAE.
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6.10

6.11

6.12

6.13

6.14

6.15

6.9.2  The Principal may be accompanied by one other person such as a relative, friend or colleague. The meeting
is not a legal proceeding and so legal representation is not necessary. The Principal should inform the
Clerk to the Governors prior to the meeting if this person is legally qualified and should note that the
Panel will wish to speak to the Principal directly and that this person will not be permitted to act as an
advocate. The Panel has discretion as to who attends the hearing.

KA R E . MAFEHEE R EBOFE R a2 KUAREREF, FIA R EEEA
Ro BRKMAESWANEALEEIZ AR T EAERERK, HFMER, ZREAEERERKL
Wit BIHZBE RN SR ARV R N BB A RRE S T IES .

6.9.3  The above protocol applies to other members of staff should they wish to be accompanied.

IR GE AT Al A A N AR 3 T

Documentation: Copies of additional documents that parents wish the Panel to consider should be sent to the
Clerk at least three working days prior to their meeting.

MR HEXKAGERFZRASSHERARTR, MAAESBHTED =A TR H N AR A RE S I,

Chair: The meetings will be chaired by one member of the Panel (chosen by themselves) and will be conducted
in an informal manner.

FRH: FUVCHBBOFERSRGAZ — (MRA2BTES T8, IFARERK T AT,

Minutes: All present will be entitled, should they wish to do so, to write their own notes for reference
purposes. The Clerk will be asked to take a handwritten minute of the proceedings.

£WEEFR: PrafES N GRHARA A QT2 BGexR, DtE%. KEXIEEERT 52 B00%.

Decision: Following the meetings (see above), and after due consideration of all the facts, the Panel will
communicate its decision, findings and any recommendations in writing to the parents, the Principal and where
relevant any person about whom the complaint has been made, within seven working days of the final meeting and
within 25 days of receipt of the appeal request. Reasons for the decision will be given.

RE: AW (LD ZJE, FERPHBEIAELE, ZASKBERAZVUEHENTAEHA. BEE
YR FRER G T TR, LB e . S RAUEAT 2 BOE MK AL ARG R 4% f
KR IFFRI St AL

The decisions, findings and any recommendations will be made available for inspection on the school premises by
the Governing Board and the Principal. The Chair of the School Governing Board will receive a copy.

FEHE AT G GE « S RAME T e AR P N 1] 2 o T UL — R
Ao

Privacy: All meetings with the Complaints Panel are private. No notes or other records or oral statements about
any matter discussed in or arising from the proceeding shall be made available directly or indirectly to other
parents, the press or other media.

Bfh: SEOFERSHTIIE SV AG RS, KA He s b A S, A5 EE
s IRl P A K AR B A A SR AR AT 2D . il sk P Sk FRIA

The completion of Stage 3 represents the conclusion of the school's complaints procedure.
SERER 3 B BUAURE S S AR R P I 45

Record keeping #FitF
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71

72

73

74

7.5

A written record will be kept of all formal complaints, and of whether they are resolved at stage 2 or proceed to a
panel hearing. The number of complaints registered under the formal procedure during the preceding school year

are maintained and shared with interested parties.

P IEX BRSPS KA, FEII R R AESE W B st N3 = Baiff R R 2. RS RAE

AR EE EABRRAE S IC KRR ECRE, TR SR L.

Correspondence, statements and records relating to individual complaints will be kept confidential except where a
government or other official body conducting an inspection requests access to them.

EANBIRHREEE . AEAC SR gl 0r,  BRARBEAT he & A BUR Bt B 5 AR SR e i e

In accordance with data protection principles, details of individual complaints will be kept only for as long as is
considered to be reasonably necessary in the circumstances.

MR ORI JE N, A NSRRI VRS BRSO G MR OU T 7R BE A ZL I 8] Y FR B

All informal complaints are logged and reported (see Section 4.4-4.6 above) and more serious or persistent issues
raised are analysed each term for any trends which might need addressing by the Senior Management Team and the
Governing Board.

FiA AR IERSR I BE FoRR  (W E 305 4.4-4.6 15D, BR22 I 2o 0 JHe b B 77 o BORp 48 1) i) RELBEAT 4
s DA SR A e 2 4 B A BRI o 2 A B ) R

A written record will be kept of the action taken by the school as a result of any complaint that reaches stage 2,
regardless of whether the complaint is upheld.

XFFEEN RIS B BRI BRI, AR & L SR R AU AT 30
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Appendix I - Complaints Procedure Flowchart #{Fif2

Complaints against a 2
seniof mgzg:frm B Speak or write to the Principal
Junior School or any 'L (naomi.edwards@spgs-shengbo.com)
Deputy Heads) J
EEEE— ' A
A Ci ints against the ] Write to the Chair of the School Govemning Board (via
Inf Stlage 1: (it Follow this p > Principal Ll email: sabrina.li@spgs-shengbo.com)
nformal Compilaints
——
\ J
rScan the Parent Complaints QR code, which will be1
) E— picked up by the Complaints Manager - Holly Swift
(holly.swift@spgs-shengbo.com)
3!
If not satisfied g | v
—
Y
Stage 2:
Formal Complaints
Contact the Principal I the complaints are against the Principal
Write to Naomi Edwards Write to the Chair of the School Governing
(naomi.edwards@spgs- Board (via email: sabrina.li@spgs-
shengbo.com) shengbo.com)
If not satisfied
> B
Stage 3: Write to the Chair of the School
Reference to the Board (via email: sabrina.li@spgs-
Complaints' Panel shengbo.com) )
PN

RFFRAS (B1E)
/J\%BBEE{‘WE‘J&
<)

BXEBHK(naomi.edwards@spgs-shengbo.com)

—

) B
—BER: SRR BRI —»%ﬁ&iﬁammm sabrina li@spgs-shengbo.com)

JEIERI |

Y

J

N
$IRBIRAIRIF, IS ERIDRINERHolly SwiftiZIBGNZHE
4bE (holly.swift@spgs-shengbo.com)

MERHE > HESHRIE

Y

SEMER:
EXRIF

BRI

&I

A

HE{4£4: Naomi Edwards

(naomi.edwards@spgs- BRRITELENE (MB78: sabrina li@spgs-

shengbo.com) shengbo.com)
WMRETHE
B=MER: . N
ﬁ]&ﬁigﬁﬁﬁ M&iuﬂg]&‘ r(\gl;fciﬁ%""a li@spgs-




Appendix ii - Unreasonable Complaints, and Serial and Persistent Complainants AEHEKEF, UEARE

MFFSEHBIFE

The School is committed to dealing with all complaints fairly and impartially and to finding a suitable and appropriate resolution
wherever possible. We will not normally limit the contact parents have with the School. However, we do not expect our staff to
tolerate unacceptable behaviour and will take action to protect staff from that behaviour, including that which is abusive, offensive

or threatening.

FRET AP AR IEMAE B A B, JFAE T RERIE DL T 4R B S @ MU 2 AR R T7 58 o AT A2 IR K 5 2242
IR A -

SR, BATAEIATN A TRBAESZKAT N, JERRBUEORY 0 T X AT NI, SR,

BRI AT .

The School defines serial and unreasonable complainants as ‘those who, because of the frequency or nature of their contacts with

the school, hinder our consideration of their or other people’s complaints’.

FRGELEAE IR BOFE E SO “ T H 5 IR AR PR BERT, ks BA AL BRAR AT AR N BRI 557

A complaint may be regarded as unreasonable when the person making the complaint:

PN 1 DUR A AN B B A LR -

refuses to articulate their complaint or specify the grounds of a complaint or the outcomes sought by raising the
complaint, despite offers of assistance;

FEARBEH B, R L R AR AT AU BR AU BI R UR R B . BB AR SR T R 25

refuses to cooperate with the complaints investigation process while still wishing their complaint to be resolved;

AR S BOFHEERE, R A AT RS 2 ok

refuses to accept that certain issues are not within the scope of a complaints procedure;

TR 52 I L8 o) ANLE BRI AR AV A

insists on the complaint being dealt with in ways which are incompatible with the adopted complaints procedure or
with good practice;

WRFUAFF S BRI BULET RIS 75 AU B

introduces trivial or irrelevant information which the complainant expects to be taken into account and commented
on, or raises large numbers of detailed but unimportant questions, and insists they are fully answered, often immediately
and to their own timescales;

SINBIFF L RIE S, SR AR ERLEEWRSHEIFFL, SF RN KEREAE ZA S, JFIRFE
SR LG i) RSB A [T [B] 5, 3R ST B [R5 R 4 HEARAT] B SR 0 [l S U]

makes unjustified complaints about staff who are trying to deal with the issues, and seeks to have them replaced;

otk B A e [ R 53 T4 HE E R AR, IRl Bl A A T4 5 4

changes the basis of the complaint as the investigation proceeds;

BEE A AT, SO BRI R

repeatedly makes the same complaint (despite previous investigations or responses concluding that the complaint is
groundless or has been addressed);

SRR BB O Z /R s B O 458 —— I E B R BCA IRIE B CAR 2R 0O

refuses to accept the findings of the investigation into that complaint where the school’s complaint procedure has been
fully and properly implemented and completed;

TELEPRENZAIRAA A SR, THZBFRAE O A RO E 58 43 H IR R St AN 52 1

seeks an unrealistic outcome; 3K — AV 52 R ) 28
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e makes excessive demands on school time by frequent, lengthy, complicated and stressful contact with staff regarding
the complaint in person, in writing, by email and by telephone while the complaint is being dealt with.

FERLRAL BRI, A, TURK. RARMA S0 77 05 TN QT . 50, TR ik A&
G A AAE H R B R A B

A complaint may also be considered unreasonable if the person making the complaint does so either face-to-face, by
telephone or in writing or electronically:
maliciously;

aggressively;

vexatiously;

using threats, intimidation or violence;

using abusive, offensive or discriminatory language;

knowing it to be false;

using falsified information;

publishing unacceptable information in a variety of media such as in social media websites and newspapers.

WERFAF AN CLLL R 7 A 8 F, AE 22410, Bih. Bieih 07 g, BRI A G .
o %%‘Tf@;
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Parents should limit the number of communications with the school while a complaint is being progressed. It is not helpful if
repeated correspondence is sent (either by letter, telephone, email or text) as it could delay the outcome being reached.

FEBLYRACEIIA, SRS A VA . IR R ROEE R ih. e EE S, SOFBCa e,
NI AT 2 AT 45 R LK -

Whenever possible, the Principal or Chair of the Governing Board will discuss any concerns with the parent informally before
applying an ‘unreasonable’ judgement. If the behaviour continues the Principal will write to the parent explaining that his/her
behaviour is unreasonable and asking him/her to change it. For parents who excessively contact the School causing a significant
level of disruption, we may specify methods of communication and limit the number of contacts in a communication plan. This
will usually be reviewed after 6 months.

FEVRERITE LN, K EUREE 2 T AR A G BRI HIWT 20T, e 5 KETIRIERT 8. AR AT A
FEEN 5, BRKBEESEK, MR RAGER, JFEREEUE. X TR I R B G B KT
FAK, BATATRE ARV R E Hya i@ 77 2OF BRI R XA BRI W RN T e AT EORT

Where persistent attempts are made by a parent or parents to raise the same complaint after it has been considered at all three
stages, this may be regarded by the School as vexatious and outside the scope of this procedure.

WRFKAE LG =AW BUBRRARE, PR R E 2l thizslos, FROTRE SR HARET N, AR EA
BRIV -

In response to any serious incident of aggression or violence, the concerns and actions taken will be put in writing immediately
and the police informed. This may include banning an individual from the School.

BERHAE A ™ A MOy B DA, SR 2R AT O A AR B AT B L RV BEAT PSSl E Ty . XA el
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