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School	Complaints	Procedure	
We,	the	Governing	Body	of	St	Michael	&	All	Angels	Catholic	
Primary	School	have	considered	and	reviewed	the	attached	
policy;	agree	to	accept	all	the	statements,	principles	and	

procedures	as	listed	in	the	document.	
	

					Signed	Chair	of	Governors	____Rev.	P	Regan____________________	
	
					Date	_________September	2018_____________________________________	

 
 
 
 
 
 



SECTION ONE: INTRODUCTION AND AIMS  
This policy refers to all activities and schooling delivered by the school. It was written with reference to 
Department for Education’s Complaints Procedure (updated January 2016), guidance published by the 
NAHT and guidance given to Governors through the National Governors Association.  

Our school aims to meet its statutory obligations when responding to complaints from parents of pupils 
at the school, and others. Other could include partner agencies, local residents etc.  

The policy is designed to ensure that;  
• All complaints are managed correctly and in accordance with all statutory guidance.  
• All complaint procedures are transparent. These will be available to all children, parents/guardians, 

school governors, staff and other stakeholders in the school. The rights of all parties will be made 
clear and reinforced through this policy.  

• That the rights of all parties involved in complaints are managed in a framework of professional 
respect.  

• That the school’s Vision, Values and Mission Statement are upheld by an effective complaints 
procedure.  

1. Aims  
When responding to complaints, we aim to:  
• Be impartial and non-adversarial  
•  Facilitate a full and fair investigation by an independent person or panel, where necessary  
• Address all the points at issue and provide an effective and prompt response  
• Respect complainants’ desire for confidentiality  
• Treat complainants with respect  
• Keep complainants informed of the progress of the complaints process  
• Consider how the complaint can feed into school improvement evaluation processes  

We try to resolve concerns or complaints by informal means wherever possible. Where this is not 
possible, formal procedures will be followed.  

To support this, we will ensure we publicise the existence of this policy and make it available on the 
school website.  

1.1. Legislation and guidance  
This document meets the requirements of section 29 of the Education Act 2002, which states that 
schools must have and make available a procedure to deal with all complaints relating to their school 
and to any community facilities or services that the school provides.  

It is also based on guidance for schools on complaints procedures from the Department for Education 
(DfE).  

This document meets the requirements of section 35 of the schedule to the Education (Non-Maintained 
Special Schools) (England) Regulations 2011, which states that non-maintained special schools must 
have and make available a written procedure to deal with complaints relating to their school.  

It also refers to good practice guidance on setting up complaints procedures from the Department for 
Education (DfE).  

In addition, it addresses duties set out in the Early Years Foundation Stage statutory framework with 
regards to dealing with complaints about the school’s fulfilment of Early Years Foundation Stage 
requirements.  

1.2 Definitions and Scope 
The DfE guidance explains the difference between a concern and a complaint.  



A concern is defined as “an expression of worry or doubt over an issue considered to be important for 
which reassurances are sought”. 

The school will resolve concerns through day-to-day communication as far as possible.  

A complaint is defined as “an expression of dissatisfaction however made, about actions taken or a 
lack of action”.  

A	‘concern’	may	be	defined	as	‘an	expression	of	worry	or	doubt	over	an	issue	considered	to	be	important	for	which	
reassurances	are	sought’.	A	complaint	may	be	generally	defined	as	‘an	expression	of	dissatisfaction	however	
made,	about	actions	taken	or	a	lack	of	action’.	It	is	in	everyone’s	interest	that	complaints	are	resolved	at	the	
earliest	possible	stage.	Many	issues	can	be	resolved	informally,	without	the	need	to	invoke	formal	procedures.	
Schools	should	take	informal	concerns	seriously	and	make	every	effort	to	resolve	the	matter	as	quickly	as	possible.	
There	are	occasions	when	complainants	would	like	to	raise	their	concerns	formally.	In	those	cases,	the	school’s	
formal	procedure	will	be	invoked	through	the	stages	outlined	within	their	procedure.	 

Concerns raised are likely to be wide ranging and varied and could include complaints concerning:    
• child’s rate of progress at school 
• concerns regarding the delivery of a school policy e.g. homework 
• health and safety concerns 
• behaviour management procedures 
• individual teacher’s actions or attitudes toward a parent or pupil  
• lack of effective action e.g. over bullying 
• quality of playground supervision 
• racist behaviour 
• treatment of child 

A formal complaint would arise if a concern was not dealt with to the satisfaction of the complainant at 
stage one of this policy (see section 5 for further information on the stages of the school’s complaint’s 
policy). It is vital that parents are aware of the procedure for raising concerns and all staff are directed 
and supported to respond appropriately.  

The school intends to resolve complaints informally where possible, at the earliest possible stage.  

There may be occasions when complainants would like to raise their concerns formally. This policy 
outlines the procedure relating to handling such complaints.  

This policy does not cover complaints procedures relating to:  
• Admissions 
• Statutory assessments of special educational needs (SEN)                                                 
• Safeguarding matters 
• Exclusion 
• Whistle-blowing 
• Staff grievances 
• Staff discipline  

Please see our separate policies or LA Policy on assessment of SEND needs for procedures relating to 
these types of complaint.  

Arrangements for handling complaints from parents of children with SEN about the school’s support are 
within the scope of this policy. Such complaints should:  
• first be made to the class teacher  
• then our SENDCO;  
• then the Assistant Head Teacher  
• then our head teacher 



Our SEND policy and information report includes information about the rights of parents of pupils with 
disabilities who believe that our school has discriminated against their child.  

1.3 WHO IS RESPONSIBLE FOR MANAGING COMPLAINTS?  
The responsibility for dealing with general complaints lies solely with the school. Some complaints are 
dealt with under other statutory provisions (see next page). The procedures of the Local Authority and 
other agencies are expected to reflect existing legislation and ensure that any complaint received by 
them, which does not fall to them by statute to resolve, will be redirected to the school immediately and 
that the complainant be informed accordingly.  

Section 496 of the 1996 Act allows a person to complain to the Secretary of State that a Governing Body 
(or LA) has acted, or is proposing to act, unreasonably with respect to any power conferred or duty 
imposed by that Act. Such a complaint is unlikely to be successful where a school can show that it has 
acted reasonably in seeking to resolve a complaint and has used a “fair” procedure.  

In formalising their complaints procedure governing bodies need to be aware that they may need to 
have a response mechanism to urgent or serious complaints about the head teacher or a senior staff 
member, a member or the Chair of the governing body and have appropriate provision in place. The 
processes for this are outlined in section two of this complaints policy. The responsibilities of the 
Governing Body’s complaints procedure are also outlined in section 5 of this policy.  

1.4 COMPLAINTS ABOUT FULFILMENT OF EYFS WELFARE REQUIREMENTS  
We will investigate all written complaints relating to the school’s fulfilment of the Early Years Foundation 
Stage requirements, and notify the complainant of the outcome within 28 days of receiving the 
complaint. The school will keep a record of the complaint (see section 9) and make this available to 
OFSTED on request.  

Parents and carers can notify OFSTED if they believe that the school is not meeting Early Years 
Foundation Stage requirements, by calling 0300 123 4234 or 0300 123 4666, or by emailing 
enquiries@ofsted.gov.uk. An online contact form is also available at 
https://www.gov.uk/government/organisations/ofsted#org-contacts.  

We will notify parents and carers if we become aware that the school is to be inspected by OFSTED. We 
will also supply a copy of the inspection report to parents and carers of children attending the setting on 
a regular basis.  

SECTION TWO: ELEMENTS OF A SUCCESSFUL COMPLAINTS POLICY  
The following statements summarise the practice and principles that the staff and Governing Body at St 
Michael and All Angels Primary uphold in this complaints policy. They are designed to promote high 
quality communication, management and resolution. They provide a quality assurance framework for the 
management of complaints in school.  
 
2.1 BEING A LISTENING SCHOOL:  
At St Michael and All Angel’s Primary we encourage feedback from children, parents, carers and staff on 
a regular basis. Whilst, we want to hear the positive feedback, we are also keen to know how we can 
improve. This policy is an extension of that commitment. 
 
Examples of how we structure feedback:  
Children  Parents/Carers  Staff  Other Partners/Stakeholders  
Regular Pupil 
Interviews  

Annual anonymous 
parent Questionnaires  

Professional 
Interviews/Enquiries  Professional Meetings  

Pupil 
Questionnaires  Parent Governors Staff Governors 

Access to direct e-mail 
correspondence with the head 
teacher.  

School Council  Parent workshops with Staff meetings/consultation Website information  



evaluations time 

 
E-mail contact with 
the school. 

Direct access to head 
teacher/other senior members 
of staff.  

 

 
2.2 MAKING SURE THAT THE INFORMATION IS EASILY ACCESSIBLE.  
Child, parents, staff and other stake holders need to know how they can raise a concern or lodge a 
complaint. We accept that it is our responsibility to ensure that the complaints process is straight 
forward, easy to understand and accessible for all groups involved.  

A summary of how we manage complaints will be available on the school website and in the school 
offices. This is in appendix one.  

2.3 SIGNPOSTING COMPLAINANTS  
It is important that any potential complainant is aware of the correct channel through which to pursue 
their complaint. This will reduce the likelihood of letters of complaint being directed, say, to the LA, 
Secretary of State, Councillors, MP, local paper, individual Governors. Reference to the complaints 
procedure will be made through the website. Where appropriate the school wills also signpost 
complainants for additional support, through established channels such as Parent Partnership.  

The list on the next page will be used to signpost complainants.  

 
 
 
 
 
 
 
 
	


