
 
 
 
 
 
 
 
 
 
 
 

 
 

St. Peter’s Catholic Primary School 
 
 

COMPLAINTS POLICY & PROCEDURES  
 

To be read in conjunction with all other policies.  
 

Reviewed and updated: 7th March 2018 
Next review: March 2020 

 
 
 
 

The school is committed to safeguarding and promoting the welfare of children 
and young people and expects all staff, volunteers and visitors to share the 

same commitment.  
We follow Gloucestershire Safeguarding Children’s Board Procedures.  

For more information go to http://www.gscb.org.uk 
 

This policy must be read in conjunction with the Safeguarding Incorporating 
Child Protection Policy and the Equal Opportunities Policy. 

http://mail.st-peters-pri.gloucs.sch.uk/cp/ps/Mail/ExternalURLProxy?d=st-peters-pri.gloucs.sch.uk&u=head&url=http://www.gscb.org.uk&urlHash=1.537535202072915E7#_blank


Complaints Policy & Procedure 

 
Aims: 
 

 It is the policy of St Peter’s Catholic Primary School to ensure that both curriculum and 
general complaints are dealt with fairly and in a timely manner which is consistent with 
Christian values. 

 This procedure is intended to allow you to raise a concern or complaint relating to the 
school, or the services that it provides. 

 An anonymous concern or complaint will not be investigated under this procedure, 
unless there are exceptional circumstances. 

 To allow for a proper investigation, concerns or complaints should be brought to the 
attention of the school as soon as possible. In general, the school will not consider any 
complaint that was raised more than 3 months after the event. 

 
In order to achieve these aims the Headteacher, Complaints Committee, Appeals Committee 
and Board of Governors will fulfil their roles as follows: 
 
The Headteacher will: 

 Maintain the school Complaints Procedure. This will be based upon the Best Practice 
Advice for School Complaints 2016 (Jan 2016) which can be found at:  
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/48905
6/Best_Practice_Advice_for_School_Complaints_2016.pdf  

 Ensure that, where possible, complaints are dealt with first at the point of origin, then if 
necessary, involve the Chair of the Board of Governors.  

 Refer to the Board complaints involving matters of school policy.  

 Take and always act upon advice from the LA Personnel Department in cases where 
disciplinary action needs to be taken.  

 Allow staff the right to respond, as appropriate, (if necessary following advice from the 
LA) when a parent makes a complaint. 

 
The Complaints Panel will:  

 Hear the complaint on the advice of the LA if no disciplinary action is taken.  
 
The Appeals Panel will:  

 Hear any appeals made to them.  
 
The Board of Governors will:  

 Decide on matters of policy arising from complaints.  

 Appoint an Appeals committee to hear any complaint appeals.  

 Annually review this policy to ensure that it is current, relevant and effective. 
 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/489056/Best_Practice_Advice_for_School_Complaints_2016.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/489056/Best_Practice_Advice_for_School_Complaints_2016.pdf


Raising A Concern Or Complaint: What To Do 
 

Use the information below to ensure your complaint is dealt with by the correct person. 
 
CLASS TEACHER: Talk to your child’s class teacher about the problem. This is often the 
quickest way to put things right. 
 
HEADTEACHER: Talk to the Headteacher if the class teacher is unable to resolve your 
complaint.  Talk to the Headteacher about all other concerns. 
 
CHAIR OF GOVERNORS: Talk to the Chair of Governors if the complaint is about the 
Headteacher. 
 
CLERK TO THE GOVERNING BODY:  Talk to the Clerk if the complaint is about a member of 
the Governing Body. 
 
If you are uncertain about whom to contact, please seek advice from the Headteacher or the 
Clerk to the Governing Body. 
 

What Next? 
 

If you are still unhappy, make a complaint under the school’s complaint procedure. 
 
This procedure has two stages. 
 
STAGE 1 
 
What to do. 
 
Write to or arrange a meeting with the correct person (see above) with the details of your 
complaint.  If you wish to write you may ask a friend to help you to write your account. 
 
What happens next? 
 
Following a written complaint, the Headteacher will let you know within 2 days that the 
complaint has been received. 
 
Following either a written or verbal complaint the Headteacher, Deputy Headteacher or 
Senior Teacher will investigate your complaint. 
 
The Headteacher will let you know the results of the investigation within 10 working days. 
This will be by inviting you to a meeting to explain what has happened.  
 
Most problems are sorted out at this stage. 
 
The Headteacher will keep a brief record of complaints. 
 



If you are not satisfied, go onto Stage 2. 
 

STAGE 2 
 
What to do. 
 
Write to the Headteacher asking for your complaint to be heard by the School’s Governing 
Body. You should do this within 10 working days of receiving the school’s response.   
 
The complainant has the right to request an independent panel if they believe there is likely 
to be bias in the proceedings. Schools should consider the request but ultimately, the 
decision is made by the governors. 
 
What happens next? 
 
The Headteacher will pass the letter to the Clerk to the Governors. 
 
The Clerk’s job is to help the governors with the administration of their meeting. The Clerk 
will acknowledge, within 5 working days, that the letter has been received. 
 
The Clerk will arrange for a Governors Complaints Panel to hear your complaint within 20 
working days of receiving your letter. There will be three governors on the panel. 
 
You can bring a friend, representative or interpreter with you to the meeting if you wish. 
 
If you have any new written information about your complaint that you wish the panel to 
consider, send it to the Clerk as soon as possible. The Clerk must have the evidence at least 5 
working days before the meeting. 
 
The Governors will confirm the outcome of the meeting in a written reply within 5 working 
days. 
 
If you are still not satisfied, then what? 
 
If a complaint has completed the local procedures and the complainant remains dissatisfied, 
they have the right to refer their complaint to the Secretary of State. This must be 
completed within 20 working days (4 weeks) of receiving the written outcome of the hearing 
into your complaint. The Secretary of State has a duty to consider all complaints raised but 
will only intervene where the governing body has acted unlawfully or unreasonably and 
where it is expedient or practical to do so.  The Schools Complaints Unit (SCU) considers 
complaints on behalf of the Secretary of State. 
 

Further information can be obtained from the SCU by  
 

 calling the National Helpline on 0370 000 2288  
 going online at: www.education.gov.uk/help/contactus  
 by writing to: Department for Education School Complaints Unit 2nd Floor, Piccadilly 

Gate Store Street Manchester M1 2WD 



 
 

Arrangements for dealing with complaints from parents of children with special 
educational needs  
 
In the first instance, parents are encouraged to speak with their child’s class teacher if they 
have any concerns.  
If, however parents feel that their issues have not been resolved then they can make an 
appointment with the school SENCO, a senior member of staff or the Headteacher.  
If the matter remains unresolved then parents should reference the complaints procedure.  
Parents are also advised to seek support from Gloucestershire SENDIASS [formerly Parent 
Partnership] on 0800 158 3603.  
 

Persistent complaints 
 
Where a complainant tries to re-open the issue with the school after the complaints 
procedure has been fully exhausted and the school has done everything it reasonably can in 
response to the complaint, the chair of governors (or other appropriate person in the case of 
a complaint about the chair) will inform the complainant that the matter is closed. 
If the complainant subsequently contacts the school again about the same issue, the school 
can choose not to respond. The normal circumstance in which we will not respond is if: 

• The school has taken every reasonable step to address the complainant’s needs, and 
• The complainant has been given a clear statement of the school’s position and their 

options (if any), and 
• The complainant is contacting the school repeatedly but making substantially the 

same points each time 

 However, this list is not intended to be exhaustive. 

 The school will be most likely to choose not to respond if: 
• We have reason to believe the individual is contacting the school with the intention 

of causing disruption or inconvenience, and/or 
• The individual’s letters/emails/telephone calls are often or always abusive or 

aggressive, and/or 

 The individual makes insulting personal comments about, or threats towards, school 
staff 

 Unreasonable behaviour which is abusive, offensive or threatening may constitute an 
unreasonably persistent complaint.  

 
Once the school has decided that it is appropriate to stop responding, the complainant will be 
informed in writing, either by letter or email.  
 
The school will ensure when making this decision that complainants making any new complaint are 
heard, and that the school acts reasonably.



COMPLAINTS NOT IN SCOPE OF THE PROCEDURE 
 

The school’s Complaints Procedure covers all complaints about any provision of facilities or 
services that a school provides with the exceptions listed below, for which there are separate 
(statutory) procedures. 
 

EXCEPTIONS WHO TO CONTACT 

 Admissions to schools  

 Statutory assessments of Special 
Educational Needs (SEN)  

 School re-organisation proposals  
 Matters likely to require a Child 

Protection Investigation 

Concerns should be raised direct with local 
authorities (LA). For school admissions, it will 
depend on who is the admission authority 
(either the school or the LA). Complaints 
about admission appeals for maintained 
schools are dealt with by the Local 
Government Ombudsman. 

 Exclusion of children from school Further information about raising concerns 
about exclusion can be found at: 
www.gov.uk/schooldiscipline-
exclusions/exclusions. 

 Whistleblowing School whistleblowing policy for staff and 
volunteers.  
Other concerns can be raised direct with 
Ofsted by telephone on: 0300 123 3155, via 
email at: whistleblowing@ofsted.gov.uk or 
by writing to: WBHL, Ofsted Piccadilly Gate 
Store Street Manchester M1 2WD. The 
Department for Education is also a 
prescribed body for whistleblowing in 
education. 

• Staff grievances and disciplinary 
procedures 

These matters will invoke the school’s 
internal grievance procedures. Complainants 
will not be informed of the outcome of any 
investigation. 

 Complaints about services provided by 
other providers who may use school 
premises or facilities. 

Providers should have their own complaints 
procedure to deal with complaints about 
service. They should be contacted direct. 

 


