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1. We care about what you think
At St Mary’s, we want to work in partnership with our families and wider community. We know that, from time to time, parents, carers or others may have a worry, concern or complaint. We want people to feel able to talk to us openly so that we can understand what has happened, explain the school’s position and, wherever possible, find a way forward together.
Most concerns are best resolved quickly through respectful conversation. We therefore encourage families to speak to us as soon as possible rather than allowing a concern to grow. We will listen, take concerns seriously, investigate fairly and explain what we have found as fully as confidentiality allows. If we have made a mistake or could have handled something better, we will acknowledge this and consider what needs to be put right.
This procedure is intended to be simple, fair, non-adversarial and accessible. It applies to complaints about the school and services it provides where no separate statutory or other procedure applies.
2. Our commitment
• We will treat concerns and complaints professionally, respectfully and fairly.
• We will try to resolve concerns at the earliest appropriate stage.
• We will listen to the different perspectives involved and establish a full and balanced picture before reaching conclusions.
• We will keep the complainant informed and explain any unavoidable delay.
• We will respect confidentiality and only share information with those who need it in order to consider the matter properly.
• We will make reasonable adjustments where required so that people can access and use this procedure.
• No pupil will be treated differently because a parent, carer or other person has raised a concern or complaint.
3. Concern or complaint?
A concern is an expression of worry or doubt about an issue for which reassurance or clarification is sought. A complaint is an expression of dissatisfaction, however made, about actions taken or a lack of action by the school.
It is in everyone’s interests for concerns to be resolved at the earliest possible stage. We strongly encourage informal discussion where this is appropriate. However, a person who wishes to make a formal complaint may do so without first completing the informal stage.
4. The route we encourage at St Mary’s
Step 1 - Speak to the class teacher
For most day-to-day concerns about a child’s learning, relationships, behaviour, routines or something that has happened in class, the class teacher should normally be the first point of contact. The teacher is usually closest to the situation and may be able to clarify or resolve the matter quickly.
Parents and carers can speak to the teacher, email the school or ask the office to arrange a convenient conversation. The beginning and end of the school day can be very busy, so a separate appointment may be needed to give the concern proper time and attention.
Step 2 - Talk to the Headteacher
If the concern has not been resolved with the class teacher, is more serious, or it would not be appropriate to raise it with the teacher, parents and carers are encouraged to contact the Headteacher. This can be by email, telephone or by arranging a face-to-face meeting through the school office.
At St Mary’s, we believe that open and respectful conversation is often the best way to resolve concerns. A meeting gives families the opportunity to explain their concern fully and gives the school the opportunity to listen, clarify the school’s position and work together towards a resolution.
When a concern relates to an incident involving pupils, the school may need reasonable time to establish a full and balanced picture. This may include speaking with relevant pupils and members of staff, reviewing records or other available information and considering the different perspectives involved. We ask families to allow this process to take place before conclusions are reached.
Following this, the Headteacher will explain what has been established as far as confidentiality permits and, where appropriate, propose or agree actions to resolve the concern. The school may not be able to share confidential information relating to another child, family or member of staff.
5. Making a formal complaint
If a complainant wishes to move directly to the formal procedure, or the matter has not been resolved informally, the following two-stage procedure will apply.
Formal complaints should normally be made within three months of the incident or, where a series of related incidents has occurred, within three months of the last incident. The school will consider complaints outside this period where there are exceptional circumstances.
A formal complaint should normally be submitted in writing or by email and should explain what has happened, why the complainant remains dissatisfied and what they feel might resolve the matter. Where a person has difficulty putting a complaint in writing, the school will provide reasonable support or accept another appropriate method of communication.
Stage 1 - Formal investigation
Formal complaints about members of staff or the operation of the school should be addressed to the Headteacher via the school office. The Headteacher, or another appropriate person appointed by the school where necessary, will investigate the complaint.
The investigator will normally:
• acknowledge the formal complaint and clarify the issues to be considered;
• ask what outcome or resolution the complainant is seeking;
• speak to relevant staff, pupils or other people as appropriate;
• review relevant records, policies and other available evidence;
• consider the information fairly and reach conclusions on the balance of the information available;
• provide a written response setting out the conclusion, reasons for the decision and any action the school proposes to take, as far as confidentiality allows;
• explain how the complainant may request Stage 2 if they remain dissatisfied.
The school will aim to complete Stage 1 within 20 school days of receiving the formal complaint. Where the matter is particularly complex or further investigation is required, the complainant will be informed of the reason for the delay and given a revised timescale.
Stage 2 - Governing Board Complaints Review Committee
If the complainant remains dissatisfied after Stage 1, they may request a review by a Complaints Review Committee of the Governing Board. The request should be made in writing to the Clerk to the Governing Board via the school within 20 school days of the Stage 1 outcome. The request should explain which matters remain unresolved and why.
The committee will normally consist of three suitably skilled governors who have had no prior involvement in the complaint. Where necessary to ensure independence, the Governing Board may seek support from the local authority, diocese or governors from another school.
The committee will consider the complaint afresh, the Stage 1 investigation and response, the relevant evidence and the representations of the complainant and school. The complainant may be accompanied by a relative or friend for support. Legal representation is not normally necessary, although there may be exceptional circumstances where it is appropriate.
The Clerk will aim to convene the committee within 20 school days of receiving the Stage 2 request. Papers will normally be circulated in advance and the meeting will be held in private. Following the meeting, the complainant will receive the committee’s decision and reasons in writing, normally within 10 school days.
The committee may uphold the complaint in whole or in part, dismiss it, make findings and/or make recommendations for action or school improvement. Stage 2 concludes the school’s complaints procedure.
6. Who should deal with particular complaints?
	Complaint about
	Who will normally deal with it

	A day-to-day school matter
	Class teacher initially, then Headteacher if needed

	A member of staff
	Headteacher at Stage 1; impartial governor committee at Stage 2

	The Headteacher
	Chair of Governors or another suitably skilled impartial governor at Stage 1; impartial governor committee at Stage 2

	The Chair of Governors or an individual governor
	Clerk to the Governing Board, who will arrange an impartial Stage 1 consideration and Stage 2 review

	The whole Governing Board, or both Chair and Vice Chair
	Clerk to the Governing Board, who will arrange an appropriate independent process


Complainants should not approach individual governors informally about a complaint. Governors may later be required to consider the matter impartially at Stage 2.
7. Matters covered by other procedures
Some concerns are governed by other school policies, statutory procedures or external processes and therefore cannot be considered under this complaints procedure. Where this applies, the school will explain the appropriate route and, where possible, direct the complainant to the relevant policy or organisation.
This may include:
• school admissions and admission appeals;
• suspensions and permanent exclusions, although complaints about the application of the school’s behaviour policy may fall within this procedure;
• statutory Education, Health and Care needs assessments and other local-authority SEND decisions;
• child protection matters that require a safeguarding investigation;
• staff grievances, disciplinary matters and whistleblowing;
• Freedom of Information and data protection matters;
• complaints about services provided by external organisations using the school premises, where the provider has its own complaints procedure.
Relevant school policies are available on the school website where they are published. Copies can also be requested from the school office. These may include the Relationships and Behaviour Policy, SEND Policy and Information Report, Safeguarding and Child Protection Policy, Attendance Policy, Data Protection information and other relevant procedures.
8. Safeguarding and serious allegations
Where a concern indicates that a child may be at risk of harm, safeguarding procedures will take priority over this complaints procedure. The school will act in accordance with its Safeguarding and Child Protection Policy and current statutory guidance. Concerns or allegations about an adult working with children will be managed through the appropriate safeguarding and allegations procedures, including consultation with the Local Authority Designated Officer (LADO) where required.
Allegations involving possible criminal activity, serious financial irregularity or other matters requiring investigation by an external agency may also need to be referred to the appropriate authority. The school complaints process may be paused where necessary while another investigation takes place.
9. Confidentiality, pupils and staff
Complaints will be handled with an appropriate level of confidentiality. Information will be shared only with those who need it to investigate or consider the complaint. Where a complaint involves another pupil or member of staff, the school may be unable to disclose personal information, disciplinary action or other confidential details.
Where pupils are spoken to as part of an investigation, this will be done sensitively and in a manner appropriate to their age and needs. The school will seek to establish facts fairly rather than asking pupils to take sides.
Details of ongoing complaints will not normally be shared with the whole Governing Board because governors may be needed to consider a Stage 2 review impartially.
10. Reasonable adjustments and support
The school will consider reasonable adjustments to enable complainants to access and complete this procedure. This may include help to put a complaint in writing, information in an alternative format, support with communication, an accessible meeting arrangement or allowing an appropriate third party to assist. Where a third party acts on behalf of a complainant, the school may ask for the complainant’s consent before sharing information.
11. Anonymous, duplicate, serial or unreasonable complaints
Anonymous complaints will not normally be investigated. However, the Headteacher and/or Chair of Governors will determine whether the seriousness of the issues raised means that investigation or other action is appropriate.
A complainant will normally be given the opportunity to complete the school’s complaints procedure. A complaint will not be treated as serial or persistent simply because the complainant is dissatisfied, asks complex questions or communicates frequently.
Where the school has completed its procedure and receives repeated correspondence about the same matter without significant new information, it may decide that the matter is closed and limit further responses. If a duplicate complaint about the same matter is received from another person, the school may explain that the matter has already been considered, subject to confidentiality, while considering any genuinely new issues raised.
The school expects communication to remain respectful. Abusive, threatening, discriminatory, harassing or otherwise unreasonable behaviour may result in reasonable boundaries being placed on contact. Any such decision will be proportionate, recorded and communicated in writing. The school will seek appropriate advice where necessary.
12. Social media and respectful communication
The school recognises that people may express opinions publicly. However, we strongly encourage concerns about school to be raised directly with us so that we have an opportunity to understand and respond to them. Complainants are expected to respect the privacy and dignity of pupils, families, staff and governors and not to use social media or other communications to harass, threaten or make discriminatory comments about individuals.
13. Records and learning from complaints
The school will keep an appropriate record of formal complaints, the stage at which they were resolved, the outcome and any actions arising. Records will be stored securely and retained in accordance with the school’s data protection and records-retention arrangements.
Complaints can provide useful information about school practice. Where appropriate, themes or learning from complaints may be used to improve policies, communication, systems or provision. This will be done without unnecessarily identifying individuals.
14. Withdrawal of a complaint
If a complainant wishes to withdraw their complaint, the school will ask them to confirm this in writing where possible. The school may nevertheless decide that an issue requires further consideration, particularly where safeguarding or another statutory duty is involved.
15. After the school procedure
Stage 2 concludes St Mary’s complaints procedure. If, after completing the school’s procedure, a complainant believes that the school has not handled the complaint in accordance with its published procedure, has prevented them from completing it, or has acted unlawfully or unreasonably in relation to its education duties, they may contact the Department for Education.
The Department for Education will not normally reinvestigate the substance of a complaint or substitute its decision for that of the school. Its role is principally to consider whether the school has followed education legislation and its published complaints procedure appropriately.
16. Policy basis and review
This policy has been prepared with regard to section 29 of the Education Act 2002, the Equality Act 2010, data protection legislation and Department for Education guidance on complaints procedures for maintained schools. The Governing Board is responsible for establishing and publishing the school’s complaints procedure.
This policy will be reviewed annually, or sooner where legislation, statutory guidance or the needs of the school require it.
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