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St. Patrick’s RC Primary School

Policy on Management of School Concerns
Complaints Procedures.

Our Mission Statement
At St. Patrick's school, we aim to grow and learn together in our understanding of God and the world He created. Prayer and worship are at the heart of all we do. We welcome all into our loving and caring environment which reflects the teachings of our Lord Jesus Christ. We encourage all our children to reach their full potential in all aspects of their education and lives. We aim to achieve this through: 
· Striving to witness the teachings of Christ reflected in all aspects of the school's life and in the relationships within our whole school community.
· Working in partnership with parents and families who are the first educators and our parish families.
· Ensuring that all children are given equal opportunity to achieve their full potential, spiritually, academically and socially.
· Nurturing the care and welfare of all our children.
· Encouraging children to develop self-discipline, self-respect and self-confidence so that they can contribute to the good of all.
· Recognising that this is a learning community where we grow together.
· Providing learning experiences which will recognise the gifts of each individual and fulfill each child's entitlement to a broad and balanced curriculum.

INTRODUCTION

St .Patrick’s as a 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      St. Patrick’s  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.
Scope of this Policy
The requirement for schools to have a complaints procedure came into effect in September 2003. The following document details the complaints procedure of St. Patrick’s School.
The procedures do not cover complaints relating to –
· Admission of pupils
· Exclusion of pupils
· Assessment of Special Education Needs
These are dealt with under the appropriate statutory arrangements.
In investigating a complaint under the following procedures it may become necessary to invoke further procedures which may include child protection, staff discipline or staff grievance.
Third party providers offering community facilities or services through use of the school premises or using school facilities, have their own complaints procedure in place eg. Before and After School Club Company Provider.

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. member of the administration staff /the Class teacher/ Assistant Headteacher, Deputy Head or Headteacher. It is only when a resolution cannot be reached at the informal stage that the concern becomes a complaint and the formal part of the procedure is applied. St. Patrick’s treat all concerns seriously and takes prompt action to reach a resolution.
Many concerns are expressed because of misunderstandings. St. Patrick’s works to reduce these concerns by:-

· providing parents with regular information;

· involving parents and pupils in school reviews and evaluations;

· inviting feedback from parents;

· ensuring a member of the Senior Leadership team is always on the playground at the start and end of the school day to speak with parents about any immediate concerns;

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

· regular communication between the teacher and the parent by letters/ texts sent home or entries in the children’s reading journal;

· inviting parents in if the school has concerns.

The examples given above apply to communications with parents as the vast majority of concerns are expressed by parents. Other parties, e.g. neighbours, may also express concerns which should be treated as seriously as those expressed by parents.
Aims
The two most important aims of a complaints procedure are i) that the person’s concerns have been taken seriously and have been addressed in a fair way and, ii) 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.

THE FORMAL PROCEDURE
PRINCIPLES
· A complaint may be received by any member of the school staff and may be oral or written.
· The Headteacher or their  representative will investigate all complaints received by the school. (introductory stage and stage 1)
· Complaints, however received will be dealt with as quickly and as fairly as possible, and will be recorded in writing at stage one and stage two.
· Complainants will be kept informed at every stage of the procedure.
· Governors will provide information about the procedure on the school’s website.
· All staff will be made aware of the procedures and will be given guidance in distinguishing between a worry, a problem or concern and an actual complaint.
· It will be at the Headteacher’s discretion whether or not anonymous complaints are investigated.

COMPLAINTS  PROCEDURE
Complaints will be dealt with according to this procedure in three distinct stages –
· The Introductory Stage
· Stage One – Formal Stage
· Stage Two – Formal Stage

The Introductory Stage
· Every effort will be made to resolve concerns and complaints as they arise by informal means.
· Wherever possible, this will be done by discussion with the member of staff felt to be most directly involved.
· Only where the complainant remains dissatisfied with the outcome of such discussions will it be necessary to move to the first formal stage of the procedures.

Stage One – Formal Stage
· At the formal stage each complaint will be recorded, along with the nature and details of the complaint and the name of the person who will be dealing with it.
· The complainant will be advised who is to deal with the complaint and how that person can be contacted and the date of the initial investigation, which should be within 10 school days of the receipt of the complaint.
· The person investigating the complaint should seek to meet with all appropriate people in order to establish all facts relating to the complaint. This includes the complainant, staff and any other persons.
· Once all the relevant facts have been established, the person investigating the complaint shall then produce a written response to the complainant or may meet the complainant in person as appropriate.
The response will include the following
· the complaint is upheld and appropriate action will be taken
· the complaint is not upheld and no action will be taken
· the complaint is a matter of staff discipline and will be pursued under the school’s disciplinary and grievance  procedures.
· the complaint is a matter which is subject to child protection procedures and will be dealt with under the appropriate code of practice.
· The complainant will also be informed of the right to request a hearing of the complaint by a panel of the Governing Body if he/she is dissatisfied with the outcome of stage one.
· If the complaint is directed against the headteacher, the person designated to deal with the complaint shall be the Chair of Governors (or his/her nominee).

Stage Two – Formal Stage
If the complainant is not satisfied with the outcome of stage one, he/she may request a hearing of the complaint by a panel of the Governing Body.
Upon receipt of a written request for the complainant to proceed to Stage Two, the following procedures should be followed.
· The clerk to the appointed complaints committee should write to the complainant to acknowledge receipt of the written request for the complaint to be heard by representatives of the Governing Body.
· The acknowledgement must be set within 5 working days.

· The complainant will be informed that the complaint is to be heard by the Governor’s Complaints Committee.
· The Governing Body Complaints Committee will meet within 20 working days of receiving the complaint. The Governor’s Panel will adhere to the procedures for investigating the complaint as set out in Stage One of the procedure.
· The complainant has the right to submit documents relevant to the complaint.
· These must be received within 5 working days of the date of the hearing to allow adequate time for the documents to be circulated to the committee.

 Conduct of the Governor’s Panel Hearing – Stage Two

· The aim of each meeting is to resolve the complaint and achieve reconciliation between the school and the complainant. The Chairperson of the panel will open the meeting by introducing to each other those present and explaining the reason for the meeting.
· The clerk to the panel will take minutes of the meeting, and these will be made available to all parties.
· The complainant or his/her representative will be invited to present his/her case and to explain why they are dissatisfied with the outcome of the previous stage.
· The headteacher and members of the panel will be given the opportunity to ask questions of the complainant.
· The headteacher or his/her representative will be invited to present his/her case, explaining the action taken so far and the reasons for the outcome.
· The complainant and members of the panel will be given the opportunity to ask questions of the headteacher.
· The headteacher or his/her representative will have the opportunity to sum up their case. This summing up may not introduce new evidence.
· The complainant or his/her representative will have the opportunity to sum up their case. This summing up may not introduce new evidence.



When the Governors are satisfied that the complaint and where possible any solutions, have been fully discussed, they should ask all parties (except the clerk) to withdraw so that they can consider their decision. The Governors may ask the complainant and the headteacher to wait while they consider their decision so that they may call them back to seek



further clarification. If this occurs, all parties should be present.

Examples of outcomes:
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.

The complainant should be informed of the decision reached by the panel 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.

The panel may come to the decision the complaint is unfounded. If this is the case the panel should ensure that the evidence from the investigation confirms this beyond reasonable doubt. The panel 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.
Persistent Vexatious complaints
If the complainant remains dissatisfied with the outcome of the Complaints Appeal Panel meeting and attempts to reopen the issue, the chair of governors will inform them in writing that the complaint has been heard according to the published procedures and that the matter is now closed. If the complainant writes again on the same issue, then the correspondence may be recognised as vexatious and there will be no obligation on the part of the school to respond.
It is important to note however that, should a complainant raise an entirely new, separate complaint, it must be responded to in accordance with the complaints procedure. It is not the complainant who is vexatious; it is the correspondence. In some circumstances it may be necessary for the school to refer to the Unreasonably Persistent Complaints/ Harassment Policy if the complainants actions or behaviours are considered to be unreasonable following guidelines set out in this separate policy.
Recording Complaints

At St. Patrick’s all formal complaints should be recorded in a complaints register kept by the Headteacher. The record form should include:

· the name of the complainant;

· the nature of the complaint;

· date of complaint being made and dates of referral to stages 1 and 2 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.

As well as keeping a record the register 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.



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):





Statutory requirements.

The requirement for schools to have a complaints procedure came into effect in September 2003. 
The complaints Procedure is one of the procedures governing bodies are required to have in place by law and therefore should be reviewed regularly.
The Governing Body draws on current advice provided by the  Diocese and DFE when implementing this policy.

Education Commission Arch Diocese of Southwark Guidance to Governing Bodies on the Management of    School Complaint Procedures. Best practice guidance for school complaints procedures 2020
                                                  NAHT School Complaints Procedures (Maintained Schools in England)
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