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‘A Joyous Heart’

ST PHILIP NERI RC PRIMARY SCHOOL

COMPLAINTS POLICY

1.0.
INTRODUCTION
Under Section 23 of the 1988 Education Act, every school has to provide a parent  with an opportunity to raise concerns about curriculum related matters with his or her, son or daughter (or ward's) teacher or Headteacher.   This is nothing new and all schools would encourage this kind of discussion to take place, whenever there is cause for concern in order to avoid further anxiety for both parent and pupil.  In the great majority of cases parental concerns are satisfied in this way.

2.0.
FORMAL COMPLAINTS
Where such discussion fails to satisfy the parent of a pupil, the parent is then entitled to refer the concern to the governing body of the school as a 'formal' complaint.  Where a parent is not satisfied with his or her discussion with the teacher (or Headteacher) concerned, he or she should inform the Headteacher who will provide him or her with the name and address of the Clerk to the Governing Body of the school or to the Deputy Director (Curriculum).

The complaint must now formally be put in writing stating:

i)
The nature of the complaint.

ii)
The name of the pupil involved.

iii)
The school, class or group to which the pupil belongs.

3.0.
ACTION BY THE CLERK TO THE GOVERNING BODY OR DEPUTY DIRECTOR
The Clerk to the Governing Body, or Deputy Director (Curriculum) having received a written complaint will acknowledge it within 7 days of receipt and refer it to the Governing Body who will then consider the complaint.  It will be possible for the parent involved to appear in person at a specially arranged hearing where he or she can present the complaint orally.   The Clerk to the Governing Body will arrange by letter a time and place for the complaint to be presented and will invite the complainant to bring a friend or interpreter if necessary.

4.0.
ACTION FOLLOWING THE INVOLVEMENT OF THE GOVERNING BODY
The Appeal Panel of the Governing Body will not give a decision to the complainant at the time of the hearing but will write to the complainant through the Clerk to the Governors within 10 days of the hearing stating the outcome and any requests made to those complaining to take particular actions to resolve the matter.  At this stage the parent will also be informed how he or she can take the matter further if still dissatisfied with the outcome.

5.0.
COMPLAINTS CONCERNING RELIGIOUS EDUCATION AND COLLECTIVE WORSHIP IN CONTROLLED AND AIDED ROMAN CATHOLIC SCHOOLS 
If, after the decision of the Complaints Panel, the complainant is still dissatisfied, he or she should be informed that his or her complaint will be considered at the next stage by the Roman Catholic Diocesan Bishop, who may then refer the matter to his Diocesan Education Authority.

6.0.
COMPLAINT TO THE LEA
(a)
If the complainant is still  not satisfied with the outcome of the appeal to the Governing Body Panel, or

(b)
if the complaint is something which solely is the responsibility of the LEA (and not the school) then the matter may be referred to a panel of LEA members.

At this stage the complainant should again set out the complaint in writing giving the information stated in para. (2) and send it to the Deputy Director (Curriculum), who will acknowledge receipt of the complaint within seven days and will refer it to the LEA Complaints Panel.  (Where the complaint concerns the curriculum, other than RE and Worship, in an aided school, the LEA Panel will also include a representative of the Diocesan Authority.

The LEA Panel will inform the complainant, through the Deputy Director (Curriculum), of a time and location at which the complaint can be heard and the complainant can once more be accompanied by a friend or interpreter.  Having considered the complaint the LEA Panel will write, through the Deputy Director (Curriculum ) to the complainant indicating any action to be taken and requests made to those complained against to take particular actions to resolve the matter.  At this stage there is no further involvement of the LEA Panel.

7.0.
ACTION FOLLOWING INVOLVEMENT OF THE LEA PANEL
If at this stage the complainant is still not satisfied with the outcome of the LEA panel, he or she will be informed by the Deputy Director (Curriculum) that he or she can finally refer the complaint to the Secretary of State (at the Department of Education).

Summary of Complaints Procedure

Introduction 

Under Section 23 of the 1998 Education Act every school has to provide a parent or guardian with an opportunity to raise concerns about curriculum matters with his or her son or daughters, or wards, teacher or Head Teacher.  All schools encourage this kind of ‘discussion’ to take place whenever there is a concern in order to avoid further anxiety for both parent and pupil.  In the great majority of cases parental concerns are satisfied in this way.

Formal Complaints

Where such discussion fails to satisfy the parent or guardian of a pupil, the parent or guardian is entitled to refer the concern to the governing body of the school as a ‘formal’ complaint.  Where a parent or guardian feels that he or she is not satisfied with is or her discussion with the teacher (or Head Teacher) concerned, he or she should inform the Head Teacher who will provide him or her with the name and address of the Clerk to the Governing Body of the school or to the Deputy Director (Curriculum).

The complaint must now be put formally in writing stating:

1. The nature of the complaint.

2. The name of the pupil involved;

3. The school, class or group to which the pupils belong.

Action by the Clerk of Governing Body, or Deputy Director

The Clerk to the Governing Body, or Deputy Direction, Curriculum, having received a written complaint will acknowledge it within 7 days of receipt and refer it to the Governing Body or the sub committee of the Governing Body who will then consider the complaint.  It will be possible for the parent or guardian involved to appear in person at a specially arranged hearing where he or she can present the complaint orally.  The Clerk of the Governing Body will arrange by letter a time and place for the complaint to be presented and will invite the complainant to bring a friend and interpreter if necessary.  

Action following the involvement of the Governing Body

The appeal panel of the Governing Body will not give a decision to the complainant at the time of the hearing but will write to the complainant through the Clerk of the Governing Body within 10 days of the hearing stating the outcome and any requests made by those complained against to take particular actions to resolve the matter.  At this stage the parent or guardian will also be informed of how he or she can take the matter further if dissatisfied with the outcome.
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