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Complaints Policy
Legal Framework
This policy has been developed in accordance with Section 29 of the Education Act 2002, which requires the Governing Body of a maintained school in England to:
1. Establish procedures for dealing with complaints relating to the school, or to the facilities or services it provides, except where separate statutory procedures apply; and
2. Publicise those procedures and have regard to any guidance issued by the Secretary of State.
This policy applies to complaints about the provision of education, services and facilities provided by the school, except for those matters listed in Appendix A, which are subject to separate statutory procedures.

Policy Aims
The school is committed to ensuring that concerns and complaints are dealt with fairly, openly and effectively. The aims of this policy are to:
· Encourage concerns to be resolved informally wherever possible.
· Provide a clear, accessible and well-publicised complaints procedure.
· Ensure complaints are handled consistently, fairly and impartially.
· Promote a culture of openness and accountability.
· Resolve complaints as swiftly as possible within agreed timescales.
· Ensure complaints are investigated thoroughly and objectively.
· Respect confidentiality and the privacy of those involved.
· Address all issues raised and provide appropriate explanations, remedies or outcomes where necessary.
· Learn from complaints and use them to improve school practices, procedures and services.
· Maintain positive and respectful relationships between the school and its community throughout the complaints process.

Introduction
St Mary's Catholic Primary School values feedback and recognises that concerns, complaints and compliments all provide opportunities for improvement.
Most issues can be resolved quickly and effectively through informal discussion and clarification. The school therefore encourages parents, carers and members of the community to raise concerns at the earliest opportunity so that they can be addressed before they escalate into formal complaints.
The school will always seek to resolve concerns and complaints in a professional, respectful and proportionate manner. Equally, complainants are expected to engage with the process in a reasonable and respectful way.
The school will not investigate anonymous complaints unless there are exceptional circumstances where safeguarding, health and safety, or serious allegations require further consideration.
Complaints should normally be raised within six months of the incident or matter giving rise to the complaint. Complaints submitted after this period may not be investigated where evidence is no longer available, memories have faded, or a fair investigation would no longer be possible.

Raising Concerns Before Making a Complaint
Many issues raised by parents, carers and members of the community are concerns rather than formal complaints.
A concern is an expression of worry, doubt or difficulty regarding an issue where the person raising it is seeking clarification, information or an informal resolution.
Concerns should normally be raised with the member of staff most closely involved in the matter. In the majority of cases, concerns can be resolved through discussion, explanation or early intervention.
Examples may include:
· A child's progress or attainment.
· Classroom issues.
· Relationships with staff or other pupils.
· Minor behavioural concerns.
· Day-to-day operational matters.
· Concerns about communication.
The first point of contact will usually be the class teacher or relevant member of staff. If the matter cannot be resolved informally, or is considered sufficiently serious, it may be escalated through the formal complaints procedure.

Timeliness of Complaints
Concerns and complaints should be brought to the school's attention as soon as reasonably practicable.
Prompt reporting allows the school to:
· Establish the facts accurately.
· Gather relevant evidence.
· Speak to those involved while events remain fresh in their memory.
· Pursue an early and effective resolution.
Where concerns are raised only after a significant delay, particularly where they relate to historic matters, the school may determine that it is unable to investigate fully or fairly.
Where complaints are submitted immediately before school holidays, at the end of a term, or following a prolonged delay which was avoidable, investigations may need to be carried forward into the next school term.
Where there is evidence that concerns have been deliberately withheld, repeatedly re-presented after being addressed, or used in a manner that places unreasonable demands on school resources, the school may consider whether the conduct associated with the complaint falls within the scope of its Vexatious and Persistent Complaints Policy. Any such decision will relate to the management of the complaint and not the merits of the issues raised.

What Constitutes a Complaint?
A complaint is defined as an expression of dissatisfaction about actions taken, decisions made, or the perceived failure of the school to act, where the complainant seeks a formal response or resolution.
Complaints may relate to:
· Actions taken by the school or on its behalf.
· Failure to take action where action was reasonably expected.
· The quality or standard of services provided.
· The implementation of school policies or procedures.
· The conduct of staff, governors or contractors acting on behalf of the school.
· Equality or discrimination concerns, where they do not fall within separate statutory procedures.

How to Make a Complaint
The school encourages complainants to attempt informal resolution wherever appropriate.
Complaints may be made:
· In person.
· By telephone.
· In writing.
· By email.
· Using the school's complaint form (Appendix B).
If a matter is not resolved informally, or the complainant remains dissatisfied, the complaint may proceed through the formal stages detailed below.
If, at any stage, the school is unable to comply with the timescales outlined in this policy, the complainant will be informed of the reason for the delay and advised of a revised timescale.

Complaint Procedure
Stage 1 – Informal Resolution
The concern is raised with the relevant member of staff.
The member of staff will:
· Listen to the concern.
· Clarify the issues raised.
· Seek to resolve the matter informally and promptly.
· Inform the Headteacher of the outcome where appropriate.
If the complainant remains dissatisfied, they may proceed to Stage 2.

Stage 2 – Formal Complaint to the Headteacher
1. The complaint should be submitted in writing using the Complaint Form (Appendix B).
2. The Headteacher will acknowledge receipt within five school days.
3. The complaint will be investigated thoroughly and impartially.
4. A written response will normally be provided within twenty school days.
5. The response will explain the findings and any actions taken.
6. The complainant will be advised of their right to request a review by the Chair of Governors if they remain dissatisfied.
School days are defined as days when the school is open to pupils.

Stage 3 – Review by the Chair of Governors
1. A written request for a review should be submitted to the Chair of Governors.
2. The Chair will acknowledge receipt within five school days.
3. The Chair will review the complaint and the Stage 2 investigation.
4. A written outcome will normally be issued within twenty school days.
5. The Headteacher will be informed of the outcome.
6. The complainant will be advised of their right to request a review by the Governor Complaints Panel if they remain dissatisfied.

Stage 4 – Governor Complaints Panel
Where the complainant remains dissatisfied after Stage 3, they may request consideration by a Governor Complaints Panel.
1. The request must be submitted in writing to the Chair of Governors.
2. The complainant will be invited to attend a panel hearing, normally within twenty school days of the request.
3. The panel will consider all documentation and representations from the parties involved.
4. The panel's decision will be sent in writing within five school days of the hearing.
5. The panel's decision is final within the school's complaints procedure.
Following completion of the school's complaints process, complainants may contact the Department for Education if they believe the school has not handled the complaint in accordance with its published procedure.

Complaints About the Headteacher
Where a complaint concerns the Headteacher, or where the complainant does not feel able to raise the matter directly with the Headteacher, the complaint should be submitted in writing to the Chair of Governors.
The Chair of Governors will determine the most appropriate way for the complaint to be investigated in accordance with this policy.

Investigation Principles
At each stage of the procedure, the person investigating the complaint will:
· Establish the facts of the case.
· Identify the issues that remain unresolved.
· Clarify the complainant's desired outcome.
· Gather evidence from relevant parties.
· Interview those involved where appropriate.
· Approach the matter impartially and objectively.
· Maintain accurate records of meetings and investigations.
· Ensure confidentiality is respected as far as reasonably possible.

Resolution of Complaints
The school recognises that complaints can often be resolved without a finding of fault.
Possible outcomes may include:
· An explanation.
· An apology.
· Clarification of school policy or procedure.
· An acknowledgement that improvements could have been made.
· Agreement to review procedures or practice.
· Actions to prevent recurrence where appropriate.
· A mutually agreed resolution.
The school is committed to seeking reasonable and proportionate resolutions wherever possible.

Managing Unreasonable, Persistent or Vexatious Complaint Behaviour
The school recognises that a complainant may pursue a complaint legitimately if they remain dissatisfied.
However, in a small number of cases, the manner in which a complaint is pursued may hinder the investigation process, place unreasonable demands on school resources, or negatively impact the wellbeing of staff.
Where this occurs, the school may consider applying its Vexatious, Persistent and Unreasonable Complaints Policy. Any decision to do so will be based on the complainant's conduct rather than the substance of their complaint and will be implemented fairly, proportionately and in accordance with the separate policy.

Monitoring and Learning from Complaints
The Governing Body will receive regular anonymised reports regarding formal complaints received by the school.
This information will be used to:
· Identify trends and recurring issues.
· Improve policies, procedures and practice.
· Support effective governance and accountability.
· Promote continual school improvement.
All complaints will be recorded and managed in accordance with data protection legislation and the school's records management procedures.


This policy could be used in conjunction with:

St Mary’s Vexatious and Persistent Complaints Policy
St Mary’s Parental/Carer Licence Policy



	Exceptions
	Who to contact

	· Admissions to school
· Statutory assessments of Special Educational Needs (SEND)
· School reorganisation proposals
· Matters likely to require a Child Protection Investigation.
	The School Governing Body of St Mary’s Catholic Primary School

	Exclusion of children from school.
	Further information about rising concerns about exclusion can be found at www.gov.uk/school -discipline-exclusions

	Whistleblowing
	School have an internal whistleblowing procedure for their employees and voluntary staff. Other concerns can be raised with OFSTED by telephone on 0300 123 3155, via email at:
Whistleblowing@ofsted.gov.uk or by writing to WBHL, OFSTED, Piccadilly Gate, Store Street, Manchester, M1 2WD. The Department for Education is also a prescribed body for whistleblowing in education.

	Staff grievances and disciplinary procedures
	These matters will invoke the school’s internal grievance procedures. Complainants will not be informed of the outcome of any investigation.

	Complaints about services
	Providers should have their own complaints procedure to deal with complaints about service. They should be contacted direct.



Appendix A - Complaints not in the scope of the procedure

















Saint Mary’s Catholic Primary School Complaints Form (Appendix B)
Sheet one
	Your Name:



	Pupil’s Name (if applicable):



	Your relationship to pupil (if applicable):



	Address:



Day time telephone number:

Evening telephone number:

	Please give details of your complaint:












	What action, if any, have you already taken to try to resolve your complaint? (Who did you speak to and what was their response?





















Saint Mary’s Catholic Primary School Complaints Form (Appendix B)
Sheet two
	What actions do you feel might resolve the problem at this stage?









	Are you attaching any paperwork? If so, please give details.






	Signature:


Date:


	School Use

	Date acknowledgement sent:

	By whom:

	Complaint referred to:

	Date:





7

image1.png




