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COMPLAINTS PROCEDURE

We value your comments

The views of parents and carers of children accessing Vranch House are very
important to us, and we take any feedback we receive very seriously. If you are
unhappy with any aspect of our work, we would like to hear about it. We
appreciate the opportunity to review all comments given us to learn and
improve.

Principles of Vranch Houses Complaints Procedure
We seek to ensure that:

« complaints are listened to and investigated thoroughly

« complaints are dealt with in an appropriate, fair and timely manner

« complaints are dealt with consistently throughout Vranch House School
and Clinic

« we learn from the complaint

The complaints procedure
You can make a complaint by,
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First Action

If a parent has a problem with something happening in their child's class or
with their child’s therapy they are encouraged in the first instance to speak to
the Class leads or Therapist as the partnership between the parents, the child
and the charity is very important to the quality of school life and the therapy
clinics. If the problem is of a nature which makes such a discussion with the
Class Teacher, Class Lead or Therapist impractical, or if parents would like to
speak to another member of staff then parents should speak to the Head of
Therapy or the Head of Education.

If the complaint is about the CE then the complaint it can go straight to the
Chair of Trustees. She can be contacted by email: trustees@vranchhouse.org

Second Action
If you wish to make a formal complaint
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Vranch House and kept confidentially in accordance with data protection.
These reports of findings and recommendations will be available for inspection
by the Trustees, Head of Education, Senior Management team and Ofsted.

Alternatively, you can ask Ofsted, the ICB or the Charity Commission to
investigate further.
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