St. Mary’s Church of England Primary School & Nursery
Inspiring Learning Together
Complaint Procedures for Possible Complainants

The governors have drawn up the following procedure in the belief that it is important that parents and others are clear about the procedures to be followed in making a complaint, and with the assurance that any complainant will be dealt with sympathetically and speedily.

The procedures agreed are in line with advice given by the Local Authority.

There are separate procedures that the governing body must follow for the following four areas. 

1. The Curriculum under Section 409 of the Education Act 1996. The areas covered by Section 409 include:

· the provision of the school’s curriculum, including Religious Education and Collective Worship
· National Curriculum and National Curriculum Assessment
· applications for exemption or temporary withdrawal from the National Curriculum
· operation of charging policies in relation to the curriculum
· provision of information to parents about the curriculum
2. Admission to school.
3. Failure to assess a child’s special educational needs.
4. The exclusion of children.
In the event of a complaint about one of these areas a copy of the procedures to be followed can be obtained from the Chair of Governors.

Governors have an important role to play in considering complaints and it is therefore important that individual governors do not act unilaterally by investigating a complaint outside of this procedure. 

OUR COMPLAINT PROCEDURE:

We believe there is a free flow of information between home and school but recognise there may be times when a misunderstanding may arise, you are concerned about an aspect of your child’s progress or may be unhappy about a particular event or activity you have heard has taken place. It is important that you do not keep a problem or concern to yourself but approach school.

The school will take any concerns seriously, actively seek to resolve the matter and treat any complaint with a high degree of confidentiality. We ask complainants to do likewise. An anonymous complaint will not be investigated under this procedure unless there are exceptional circumstances.

Step 1 – informal discussions with class teacher

Before making a complaint we suggest you are clear about your concern and discuss this with an appropriate member of staff. The first point of contact should be the class teacher, who will be able to suggest to whom it is best to speak. All members of staff wish to help reassure you by listening and helping you to meet with the most appropriate person.
It is preferable to agree a time and place to discuss your concerns in peace and quiet, rather than at a time when the teacher concerned is possibly surrounded by other children and / or parents. This could be a telephone conversation at an agreed time. Most problems should be sorted out in this informal way – frank and open discussion, free from distractions. 

Step 2 - informal discussion with the Headteacher

You may still feel dissatisfied with the outcomes of your discussions and want to take the matter further. Make an appointment to contact the Headteacher.

Step 3 – formal investigation by the Headteacher

If, following your informal discussions, you wish an investigation to be undertaken by the school you should put your concern in writing to the Headteacher. You should state the outcome, which you feel, would satisfy your complaint. The Headteacher will undertake a full investigation, which may require a further interview with you or a request for additional written information. A written reply will be sent to you following the investigation. This will normally take place within a two-week period.

Step 4 – formal investigation by the governors

If you and the Headteacher cannot resolve the problem, you may make a review request to the governing body. It will not be accepted if based solely on dissatisfaction with the outcome, rather than an identified failure to deal with a complaint according to procedure. The request should be sent to the Chair of Governors (the school administration team in the office will advise you of the address) and should set out precisely what the failure in procedure is and what you wish to be done. The Chair of Governors will nominate three governors, who have no involvement with the complaint, to investigate. You may be invited to attend an interview by the investigating governors in addition to any written submission you make.

Following the investigation you will be sent a formal response informing you of the governors’ decision, that the matter has been dealt with, and that it is now closed as far as the school is concerned. You will be provided with as much information as is possible, while respecting the right to confidentiality of third parties. This will be completed within a four-week period.

Step 5 – investigation by the Local Authority
You have a further right to appeal if you consider the governing body has not acted properly in carrying out its investigation. Complaints should be sent to the Directorate’s Complaints Officer (the Clerk to the Governors can advise you of the address). You should receive a reply within four weeks of your complaint being acknowledged.

Step 6 – appeal to the Secretary of State for Education and Employment

You have the final right of appeal to the Secretary of State that the Local Authority (LA) has acted unreasonably. If your complaint to the LA is not upheld, the officer investigating will inform you of your rights and the address for contact.

A complaint involving the Headteacher

If your complaint involves the Headteacher, you should firstly have direct discussions with her. Where it is not possible to resolve the complaint through discussions you should set out your complaint in writing and send it to the Chair of Governors, with a copy to the Headteacher. If your complaint could involve disciplinary action against a member of staff, the governors should follow procedures set out by the LA. The Chair of Governors will inform you of the procedures to be followed.
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