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Contact details 

Oldmachar Academy 

Jesmond Drive 

Bridge of Don 

Aberdeen 

AB22 8UR 

 

Telephone: 01224 820887 

Fax: 01224 823850 

E-mail: oldmacharacademy@aberdeencity.gov.uk 

Website: www.oldmachar.aberdeen.sch.uk 
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https://oldmachar.aberdeen.sch.uk/
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Let’s work together – we care about what you think 

Each day we make many decisions and try hard to deliver the best possible services. Your 

comments, whether positive or negative, help us to plan for the future. 

 

This booklet explains how to make a complaint, make a comment or give a compliment about 

the academy and the service it provides. It also outlines how a complaint will be handled. 

 

Please be assured that our objective is for teaching and learning always to take place in a 

positive and supportive environment for our pupils and staff. 

 

We achieve this by ensuring that teachers, pupils, support staff, parents and the members of our 

local community work in partnership effectively. 

 

We place great value on the interest that parents and carers show in their child’s education and 

we welcome co-operation in addressing any issues that there may be about the school and the 

service it provides. 

 

We also recognise the role that we play in working in harmony with our local community to 

maintain high standards of pupil behaviour during the school day. We accept our responsibility in 

ensuring that we have a positive and welcoming ethos that encourages members of the 

community to communicate with us. 

 

Aberdeen City Council is committed to supporting all employees in an environment that is free 

from all forms of aggression therefore we expect our staff to be treated with respect at all 

times. 

 

We recognise that in exceptional circumstances it may not be possible to always reach 

agreement about a specific issue or concern. This booklet explains how to take such an issue 

further. 
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Comments or queries regarding your daughter/son              

Please telephone the school and ask to speak to your child’s Principal Teacher Pupil Support.   

 

If the Pupil Support Teacher is unavailable the office will pass on a message and she/he will 

telephone you back, usually within one working day of your enquiry. Your concern will normally 

be investigated within 3 days at the most. It may take longer if a more thorough, detailed 

investigation is required. 

 

Your comment or complaint will be recorded by the Pupil Support Teacher, along with any 

action taken or agreement reached and feedback will be provided to you, where appropriate. 

 

The Pupil Support Teacher is normally the best contact for all enquires about pupils as they are 

aware of other relevant information and they work with all teaching staff in school to address 

issues. They may suggest a variety of courses of action to address any query you may have. This 

may include relevant feedback from the relevant subject teacher about the issue. 
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Serious pupil concerns not resolved and any school or 

community issues not directly related to individual pupils 

If you have concerns about your daughter/son that persist despite your initial contact with the 

Principal Teacher of Pupil Support, or if there is a school or community issue that is not about an 

individual pupil you should contact one of the Depute Head Teachers.  The Deputes have 

responsibility for specific classes and letters or e-mails or phone calls should be directed to the 

relevant Depute. 

 

 We will contact you to acknowledge your concern or comment within 5 working days, 

stating when we received it and who will be dealing with it if further action is necessary.  

Usually the Depute Headteacher will investigate and give you feedback. You may be asked 

to come into school to discuss your concern with the Depute Head and any other members 

of staff as appropriate and agreed. Again, a brief record of your concerns and the 

outcomes of your enquiry will be kept. 

 

 We will keep you informed of what is happening and you will get a full reply within 15 

working days. This is in line with Aberdeen City Council Policy. However the vast majority 

of enquiries are dealt with quickly and in a matter of days. 

 

 If the issue you have raised is urgent, for example Health & Safety, we will deal with it 

more quickly. 

 

 Your comment will be looked into thoroughly and fairly. 

 

 Your comment will be dealt with honestly, politely and in confidence. 

 

 You will receive an apology if we have made a mistake and be advised of how we will put 

things right. 
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Serious concerns or complaints 

These include complaints or concerns about major pupil, school or community incidents, or 

about members of staff. It may also include ongoing issues that have not been resolved through 

Pupil Support or Depute Head Teacher involvement. 

 

In such cases contact the Head Teacher directly at school by telephone (01224 820887) or in 

writing. Your concern will normally be acknowledged within 2 working days, although we usually 

begin investigating immediately. 

 

You will be given a written reply to serious complaints. If it is impossible to deal with a 

complaint within 10 working days then you will be told why. 

 

If the Headteacher is unavailable and a concern is urgent then please contact one of the Depute 

Headteachers who deputise for the Headteacher when he is not in school. 

 

Timescales for dealing with comments, concerns or complaints  

Aberdeen City Council’s policy is that complaints are acknowledged within 5 working days and 

investigated within 15 working days of receipt.     

 

If we are unable to resolve an issue or complaint within the school then you or the school can 

refer it to the Chief Executive, at the Town House, Broad Street, Aberdeen AB10 1FY. 
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Compliments 

We appreciate very much receiving your compliments when you think we have provided a good 

service. We aim to do our best at all times for the pupils in our care and their parents. 

 

Positive feedback on our success in achieving these aims is very welcome! Compliments will 

always be passed on to the appropriate members of staff or pupils. 

 

 


