St Francis Catholic Primary School Complaints Procedure
St Francis Catholic Primary School
Mission Statement
St Francis Catholic Primary School exists to help the parents of this area to bring up
their children in the Catholic Faith in the context of a good education. It is central to
our mission that every child matters as a unique gift from God. As a Christian
community we aim to develop the whole child within an ethos of faith, love, care and
respect.
Our mission is to provide high quality:
o Catholic teaching and learning
o Catholic worship
o Education delivered by inspirational staff
o Opportunities that encourage all to become independent and responsible
The school is commissioned to do this by the Trustees of the Catholic Archdiocese of
Southwark in the parish of Peckham in partnership with the Local Authority,
Southwark.
INTRODUCTION
The Catholic School
As the first educators of their children, parents have a duty to take an active interest in
their school. Canon Law requires that there is a partnership between the parent and
the school “…there must be the closest co-operation between parents and the teachers
to whom they entrust their children to be educated. In fulfilling their task, teachers are
to collaborate closely with parents and willingly listen to them.” (Canon 796).
The partnership between the parent and the school is integral to the ethos and mission
of the Catholic school and should be characterised by a mutual respect by which
parents feel they are able to bring their concerns to the attention of someone in the
school, at any time, with the expectation they will be listened to and their concerns
addressed.
Dealing with concerns
Not all concerns are complaints. A concern is an issue raised by a parent, pupil or
other person that is resolved quickly and informally. Most concerns are resolved by
the person to whom the concern is addressed e.g. the class/subject teacher or the
subject coordinator/head of department. It is only when a resolution cannot be reached
at the informal stage the concern becomes a complaint and the formal part of the
procedure is applied. All concerns are treated seriously and prompt action is taken to
reach a resolution.
St Francis School works to reduce concerns by:
•

providing parents with regular information;

•

involving parents and pupils in school reviews and evaluations;

•

inviting feedback from parents e.g. policy developments;

•

providing adequate times in the school year for parents to meet with teachers;

•

regular communication between the teacher and the parent by notes home or
entries in the day book/diary/journal;

•

inviting parents in if the school has concerns.
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Procedure
Aims
The two most important aims of a complaints procedure are
1) That the person’s concerns have been taken seriously and have been addressed
in a fair way.
2) That the resolution reached will enable relationships to be strengthened so that
the school and those who use its services can continue to work together.
It is important then, that the gospel values of justice and reconciliation underpins the
whole process.
All people concerned in the investigation of a complaint should be supported as the
complainant may feel intimidated by the school as an institution and members of staff
who are subjects of complaints may feel vulnerable.
Initial concern. Informally heard by the staff member involved.
Stage 1. Complaint heard by a member of staff (not the subject of the complaint).
Stage 2. Complaint heard by the headteacher (if not the subject of the complaint).
Stage 3. Complaint heard by the governing body’s complaints appeal panel.
The intention should be to resolve the complaint at the first stage. It is up to the
complainant to take the complaint to the next stage.
All complaints will be recorded. The record will include:
•

the name of the complainant;

•

the nature of the complaint;

•

date of complaint being made and dates of referral to stages 2 and 3 if
applicable;

•

whether the complaint was unfounded or upheld in whole or in part;

•

the stage at which a resolution was reached.

•

the resolution outcome, if applicable;

•

names of investigators at each stage.

This record will allow the senior leadership team and the governing body to evaluate
issues that have arisen to help them improve their quality assurance procedures so that
any areas needing attention can be identified.
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Stage 1 Complaint heard by a member of staff
1.1 The complaint can be made in writing, telephone or in person and should be
addressed to the complaints coordinator who will log the complaint (see Appendix 1
for sample record form) and either investigate the complaint personally or refer it to
an appropriate member of staff.
1.2 The Complaints coordinator will acknowledge receipt of the complaint by
replying in writing within five school days giving the name of the member of staff
investigating the complaint.
1.3 If the complaint concerns the headteacher or a member of the governing body it
should be referred to the chair of governors and the headteacher or governor should be
informed. If the complaint concerns the chair of governors it should be referred to the
vice chair and the chair informed.
1.4 The appropriate member of staff should investigate the complaint (see appendix 2
for guidelines on investigating complaints).
1.5 The investigation should be completed within ten school days of receiving the
complaint... There may be occasions when more time is needed. If this is the case the
complainant should be informed immediately and within the ten school days
timescale. The complainant should be given the reasons why more time is needed
with an approximation of the number of extra days.
1.6 Within three days of the completion of the investigation the investigator will
contact the complainant to arrange a meeting
1.7 The purpose of the meeting with the complainant is to ensure them that the
investigation has been thorough and fair and to make every effort to reach a
resolution. (See Appendix 3 for possible resolution outcomes).
1.8 If a resolution has been reached, the complaints coordinator should be informed
and a letter confirming this should be sent by the complaints coordinator to the
complainant
1.9 If the complaint cannot be resolved the complaints coordinator should be
informed who will then write to the complainant informing them of their right to refer
the complaint to stage 2.
Stage 2 Investigation by the headteacher
2.1 If the complaint remains unresolved after stage 1 it will be referred to the
headteacher unless the complaint concerns the headteacher or governor in which case
it will be referred to stage 3.
2.2 The headteacher may investigate the complaint personally or appoint a more
appropriate senior member of staff or arrange for an independent investigation in
which case the complainant should be notified of the name of the person.
2.3 In referring the complaint to this stage it may now contain dissatisfaction at how it
was managed in the first stage in which case both parts need to be investigated.
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2.4 The complaint will be investigated (see Appendix 2).
2.5 The investigation should be completed within ten school days of the complaint
being referred to this stage. There may be occasions when more time is needed and if
this is the case the complainant should be informed immediately and within the ten
school days timescale. The complainant should be given reasons why more time is
needed with an approximation of the number of extra days.
2.6 Within three days of the completion of the investigation the headteacher will
contact the complainant to arrange a meeting.
2.7 The purpose of the meeting with the complainant is to ensure them the
investigation has been thorough and fair and to make every effort to reach a resolution
(see Appendix 3 for possible resolution outcomes).
2.8 If a resolution has been reached the complaints coordinator should be informed
and a letter confirming this should be sent by the complaints coordinator to the
complainant.
2.9 If the complaint cannot be resolved the complaints coordinator should be
informed who will then write to the complainant informing them of their right to refer
the complaint to stage 3.

Stage 3 Complaint heard by Governing Body’s Complaints Appeal Panel.
3.1 A complaints appeal panel consisting of three governors should be appointed
annually by the governing body. Governing bodies should consider appointing more
than three from whom three may be appointed to hear a particular complaint. This
guards against not having a panel if one of only three governors appointed has prior
involvement in or detailed knowledge of the complaint.
3.2 The complainant must put the complaint in writing to the chair of governors also
giving reasons why they have been dissatisfied with the outcomes of the first two
stages. The chair will check that the procedures have been followed correctly up to
this point and then arrange for a meeting of the governing body complaints appeal
panel. If the original complaint concerned the chair of governors and was referred to
the vice chair at stage 1, the vice chair will arrange for the panel to meet.
3.3 The date of the meeting should be agreed between all parties within five school
days from receipt of the written referral of the complaint to stage 3 and must take
place within fifteen school days of receipt.
3.4 The clerk to the governors will manage all administration for the meeting.
3.5 If the complainant or headteacher wishes to submit information in writing to the
meeting it should reach the clerk at least five school days before the meeting.
3.6 The timescale may be altered with agreement of all parties if the referral to stage 3
comes at the end of term particularly the summer term. It will be in everyone’s
interest not to delay the meeting to the start of the next term since the aim of the
procedure is to resolve issues as soon as possible to effect reconciliation.
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3.7 Before the meeting takes place all parties should be given details outlining
The purpose of the meeting*
The conduct of the Meeting*
The order of the meeting*
The role of the clerk*
The role of the chair of the panel.*
*(See Appendix 4 The management of the governing body complaints Appeal panel
meeting)
The clerk will inform the complainant of the decision reached by the panel within
five calendar days of the meeting. The letter should also state this was the final stage
of the complaints procedure and there is no further appeal.
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Appendix 1
Example of Complaint Record Form
(To be used for stages 1 and 2)
Part A RECORD OF COMPLAINT

Complainant’s Name:
Address:
Telephone:
Details of the Complaint:

Date Complaint Made:
Action Already Taken to Resolve the Matter:

Complainant’s View of what might resolve the issue:

Part B ACTION TAKE IN ACCORDANCE WITH THE COMPLAINTS
PROCEDURE

Complaint Investigated By:

Action (with dates):
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Appendix 2
Guidelines on investigating complaints.
It is important to the complainant and to anyone concerned in the complaint that the
investigation is impartial, thorough and fair. It is also important that everyone
concerned is able to feel they have been listened to and have been able to make their
contributions to the process.
The investigating person should:
•

establish the exact nature of the complaint (the complainant may need to be
contacted if there is any uncertainty. The investigation should not proceed
until there is absolute clarity);

•

establish what has happened so far and who has been involved;

•

clarify what the complainant feels would put things right, clearing up any
areas of misunderstanding and identifying ways forward;

•

interview those involved in the matter and/or those named in the complaint,
ensuring they are aware of the exact details of the complaint and allowing
them to be accompanied if they wish;

•

conduct all interviews and investigations with an open mind (the appointed
person should continue with the investigation until they are sure that they have
all the necessary detail to come to a fair conclusion even if it means
interviewing people more than once;

•

keep full notes with times and dates;

•

make sure all information has been collated before arranging the meeting with
the complainant;

•

seek assistance by means of independent investigators if this is necessary
(permission must be obtained from the complaints coordinator if another
person is investigating);

•

give a summary of the investigation to the complainant at the meeting called
to reach a resolution;

•

give reasons for the decision reached;

•

give copies of all notes from the investigation and the meeting with the
complainant to the complaints coordinator.
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Appendix 3
Examples of resolution outcomes.
Before the investigating person meets with the complainant it is important that she/he
is satisfied that the investigation has been impartial, thorough and fair and that the
summary explained to the complainant is able to demonstrate this clearly. If an
independent investigator has been used for all or part of the investigation it is
important to explain the reasons to the complainant.
The complainant should be informed of the decision reached by the investigator
giving reasons and evidence as to why the decision was reached. Every effort should
be made to reach a resolution at this meeting. Any of the following may be
appropriate:
an acknowledgement that a complaint is valid in whole or in part (if this is the case
the investigator should refer to the part of the investigation where the complainant
was asked what they feel would put things right);
•

an apology;

•

an explanation;

•

a clarification of misunderstandings;

•

an admission that the situation could have been handled differently or better;

•

an assurance that, as far as is possible, the event complained of will not
happen again.

•

an explanation of the steps to be taken to ensure that it will not happen again;

•

an undertaking to review the school policies in light of the complaint.

Some of the above may require that the investigator seeks authority from the
headteacher or, in the case of the headteacher investigating, the governing body.
The investigator may come to the decision the complaint is unfounded. If this is the
case the investigator should ensure that the evidence from the investigation confirms
this beyond reasonable doubt. The investigator must be sensitive to the complainant’s
feelings and should make them aware that they had a right to bring their concerns to
the attention of the school and if the complaint arose from a misunderstanding to
explain how this might have occurred and clarify the area from which the
misunderstanding arose.
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Appendix 4
The Management of the Complaints Appeal Panel Meeting.
The purpose of the meeting
The purpose of the meeting is to:
•

hear a complaint which remains unresolved at the previous two stages;

•

ensure the procedure has been followed correctly;

•

act as an independent arbiter of the complaint;

•

come to a decision;

•

determine an appropriate response.

The Conduct of the meeting
Only members of the governing body appointed at a full governing body meeting may
sit on the complaints appeals panel.
Documentation received before the meeting should have been read but treated as
confidential and should not be discussed with anyone else including other members of
the panel.
Schools which contract with their LEA may have an advisor present whose role is to
advise and support the panel so that they come to a just decision. The LEA advisor
does not represent the panel nor is party to the decision made.
The meeting should be held in private where there will be no interruption.
The layout should be informal.
One of the panel should act as chair and there should be a clerk present to ensure an
accurate record of the meeting.
Either the chair or clerk should brief the panel before the meeting begins bearing in
mind peoples sensitivities and emotions. For some parents it will be the first time they
have experienced such a scenario and will be overawed by the occasion. The
headteacher who leads the school and members of staff who are named in the
complaint will feel that their professionalism, and in some cases their honesty and
integrity, are under attack. Panel members should be reminded the aim of the meeting
is to find a just resolution to the complaint.
Special care must be taken if the complainant is a child or if children are called as
witnesses. Children should be accompanied by a responsible adult of their choice. It is
important to note that children’s evidence may not be as articulate as that given by
adults but nevertheless must be given equal consideration. If a parent has complained
on behalf of a child it is up to the parent to decide which parts of the meeting the child
attends.
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The complainant and any person who is the subject of a complaint may be
accompanied by a friend at the meeting.
The clerk should arrange for appropriate support where the complainant does not use
or understand English sufficiently or has special needs.
The order of the meeting
Welcome, introduction and explanation of the meeting by the chair.
The chair reminds all parties that this is the final stage in the procedure and the
decision made is final. There is no provision for further redress or appeal.
The complainant is invited to explain the complaint.
The headteacher may question the complainant.
The panel may question the complainant.
If there are any witnesses for the complainant, each one is invited into the hearing in
turn and invited to speak. The headteacher may then question them. The panel may
question them. In each case the witness must leave after giving their “evidence”.
The headteacher is invited to explain the school’s actions.
The complainant may question the headteacher.
The panel may question the headteacher.
If there are any witnesses for the school they are treated in exactly the same way as
witnesses for the complainant.
When the chair is sure all parties have been able to present what they intended and
have asked all they need to, the complainant is invited to sum up their complaint.
The headteacher is then asked to sum up the school’s actions and responses to the
complaint.
The chair asks all parties if they feel they have had a fair hearing and reminds them
that this is the final stage of the procedure.
The chair explains that they will consider impartially all the submissions and
documentation presented at the meeting and will inform the complainant and the
school of their decision, in writing, within five calendar days.
Both parties are invited to leave the meeting at the same time.
If an LEA advisor is present she/he may advise the panel at this stage and leaves the
meeting before the panel comes to its decision.
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The panel must consider all the submissions made and may:
•

dismiss the complaint in whole or in part;

•

uphold the complaint in whole or in part;

•

decide on the appropriate action to take in order to resolve the complaint;

•

recommend changes to the school’s systems, policies or procedures to ensure
that problems of a similar nature do not recur.

After the hearing the chair and clerk agree the wording of the letter to both parties.
The letter should be sent to both parties, using first class post, at the same time within
five calendar days of the meeting.
The clerk writes up notes of the meeting and gives a copy to the chair of the panel.
The clerk ensures that any recommendation to change systems, policies or procedures
is put on the agenda for the next full governing body meeting.

The role of the clerk
The clerk will:
•

confirm in writing to all parties the date, time and location of the meeting
enclosing details of the order of the meeting;

•

receive, copy and distribute any documentation to be read before the meeting;

•

record the proceedings;

•

notify all parties of the panel’s decision within five calendar days of the
meeting in wording agreed with the chair of the panel;

•

write up notes of the hearing and send a copy to the chair of the panel.
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The role of the chair of the panel
The chair will:
•

ensure that procedures are followed correctly;

•

explain the procedures for the hearing to all parties;

•

ensure that all parties are able to put forward their case without undue
interruption;

•

ensure that the issues are addressed adequately and impartially;

•

make every effort to put all parties at their ease, especially those who may not
be accustomed to speaking at such a hearing;

•

manage proceedings so they are kept as informal as possible and that everyone
treats each other with respect and courtesy;

•

ensure that the panel operates and is seen to operate in an open-minded and
independent way;

•

ensure that reasonable time is given to all parties to present their case;

•

ensure that all parties are given adequate time to consider “new evidence”;

•

make every effort to ensure all parties have been given a fair hearing.
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