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Complaints and Feedback Policy

RATIONALE:

At The Cambridge High School, we take our accountability to parents and stakeholders seriously. We actively listen
to concerns, feedback, and suggestions, and work in partnership to resolve any issues. The needs of students remain
at the heart of all decisions. Feedback is used constructively to improve the learning experience, student wellbeing,
and overall school environment.

Many concerns can be dealt with and resolved at source, by the class or form teacher, however on some occasions
further action is required and formal procedures need to be put in place to deal with the concern and find resolution.

PURPOSE:
e To provide a clear, transparent, and fair approach for handling complaints, concerns, and feedback.
e To ensure that all stakeholders know how to raise a concern and understand the escalation process.
e To build trust and confidence by responding to concerns promptly and constructively.

FEEDBACK PROCEDURE:
We value feedback as an essential tool for growth. Feedback may be provided through any of the following channels:

e Email or face-to-face conversations with the class teacher or form tutor. Tutors contact parents monthly
through Pulse engagements.

Email or discussions with the Parent Relations Executive (PRE) or Front of House staff.

Email or discussions with Directors of Key Stage or Directors of Subject.

Conversations with members of the School Senior Leadership Team.

Generic school email: communication_chs@gemsedu.com

GEMS Parent Surveys (twice a year).

In addition to the above, we have introduced a Parent Suggestion & Feedback Form, which will remain open
throughout the academic year. This form is designed for parents who wish to share ideas, raise ongoing concerns, or
provide constructive suggestions to strengthen our school community. The form may be completed anonymously,
ensuring that every parent feels comfortable sharing their views. Submissions will be reviewed by the Principal/CEO
in collaboration with the School Leadership Team, and where appropriate, acted upon as part of our commitment to
continuous improvement. While there may be limitations on what can be actioned, all feedback will be reviewed
seriously, and clarity will be provided where implementation is not possible.

You can access the form at any time by clicking on the following link: CLICK HERE TO ACCESS THE
SUGGESTIONS FORM

It is very important for us to understand what our parents, stakeholders and visitors see as our strengths and also
our areas for development. As a school, and part of GEMS Education, we are very receptive to feedback and
positively encourage it.

COMPLAINTS PROCEDURE:

Parents and stakeholders have the right to make a complaint, formally or informally, if any aspect of the school is
considered unsatisfactory. Complaints may be made in writing, by email, or verbally. All complaints will be
acknowledged within 24 hours and a full response provided within 48 hours, unless further investigation is
required. In such cases, a revised timeline will be shared with the complainant.

COMPLAINTS CATEGORIES AND STAGES
I. Complaints relating to student learning, teaching quality, behaviour or wellbeing
e Stage |: Class teacher/form tutor. Director of Key Stage/Director of Subject informed.
e Stage 2: Director of Key Stage /Director of Subject. SLT informed.
e Stage 3: Member of SLT meets with complainant.
o Stage 4: Principal/CEO for final resolution.
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2. Complaints relating to operations, facilities or external services
e Stage |: PRE or MSO. Vice Principal informed.
e Stage 2: Vice Principal. Principal/CEO informed.
e Stage 3: Principal/CEQ for final resolution.

3. Complaints about staff
e Stage |: Vice Principal investigates. Principal/CEO informed.
e Stage 2: Principal/CEO for final resolution.

4. Complaints about members of SLT
e Direct to Principal/CEO.

5. Complaints about the Principal/CEO
e Escalate to the GEMS Education Corporate Office.

Please note that any complaint in writing, irrespective of the nature of the complaint, can be directed straight to
a member of the SLT and/or Principal who will decide on the best course of action in line with the stages outlined
and the seriousness of the complaint.

CONFIDENTIALITY & SAFEGUARDING
All complaints will be treated confidentially. Where complaints involve child protection or safeguarding concerns,
they will immediately be referred to the Designated Safeguarding Lead and handled under safeguarding procedures.

RESPONSIBILITIES OF STAFF
e To understand the importance of handling and resolving the initial complaint and ensuring a resolution is
found to satisfy the complainant and to avoid further escalation.
e To ensure the recording of complaints, implemented actions and those relevant line managers are involved
in any escalation of complaints.
e To ensure the relevant member of the Executive Leadership Team is involved immediately where a
complaint escalates beyond their ability to offer an acceptable resolution.

MONITORING, RECORDING & EVALUATION

Formal complaints will be tracked each term as an indicator of school performance.

The Executive Leadership Team will review patterns and implement preventive actions.

Complaints records will be kept by the Principal/CEO and may be reviewed by GEMS Corporate Office.
An annual summary of complaints and resolutions will be reported to the Local Advisory Board.

INDEPENDENT COMPLAINTS PROCEDURE
If a complainant is not satisfied after the above procedures, they may write formally to GEMS Corporate Office. An
independent investigation will be conducted, and recommendations shared with the Principal/Executive Team.

If the matter remains unresolved, parents may refer the complaint to ADEK.



