Summary of Complaints Procedure

Introduction 

Under Section 23 of the 1998 Education Act every school has to provide a parent or guardian with an opportunity to raise concerns about curriculum matters with his or her son or daughters, or wards, teacher or Head Teacher.  All schools encourage this kind of ‘discussion’ to take place whenever there is a concern in order to avoid further anxiety for both parent and pupil.  In the great majority of cases parental concerns are satisfied in this way.

Formal Complaints

Where such discussion fails to satisfy the parent or guardian of a pupil, the parent or guardian is entitled to refer the concern to the governing body of the school as a ‘formal’ complaint.  Where a parent or guardian feels that he or she is not satisfied with is or her discussion with the teacher (or Head Teacher) concerned, he or she should inform the Head Teacher who will provide him or her with the name and address of the Clerk to the Governing Body of the school or to the Deputy Director (Curriculum).

The complaint must now be put formally in writing stating:

1. The nature of the complaint.

2. The name of the pupil involved;

3. The school, class or group to which the pupils belong.

Action by the Clerk of Governing Body, or Deputy Director

The Clerk to the Governing Body, or Deputy Direction, Curriculum, having received a written complaint will acknowledge it within 7 days of receipt and refer it to the Governing Body or the sub committee of the Governing Body who will then consider the complaint.  It will be possible for the parent or guardian involved to appear in person at a specially arranged hearing where he or she can present the complaint orally.  The Clerk of the Governing Body will arrange by letter a time and place for the complaint to be presented and will invite the complainant to bring a friend and interpreter if necessary.  

Action following the involvement of the Governing Body

The appeal panel of the Governing Body will not give a decision to the complainant at the time of the hearing but will write to the complainant through the Clerk of the Governing Body within 10 days of the hearing stating the outcome and any requests made by those complained against to take particular actions to resolve the matter.  At this stage the parent or guardian will also be informed of how he or she can take the matter further if dissatisfied with the outcome.—

