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Virgo Fidelis Preparatory School: Complaints Policy

Policy for complaints including those relating to Pupil Discipline

We believe that our school provides a good education for all our children and that the Head Teacher, Deputies and all Staff work hard to build positive relationships with all parents. The school is however obliged to have procedures in place in case there are complaints by parents. The following policy sets out the procedure that the school follows in such cases.

If any parent is unhappy with the education that their child is receiving, or has any concerns relating to school we encourage that parent to talk to the child’s teacher immediately.

We aim to be fair and honest when dealing with any complaint. We give careful consideration to all complaints and deal with them as swiftly as possible. We aim to resolve any complaint through dialogue and mutual understanding. In all cases we put the interests of the child above all other issues. We provide sufficient opportunity for any complaint to be fully discussed and then resolved.

Where a parent feels that a situation has not been resolved through contact with the class teacher, or that their concern is of a sufficiently serious nature, they should make an appointment to discuss it with the Head Teacher who may require the complaint to be put in writing. The Head Teacher will deal with the complaint and investigate each case thoroughly. Most complaints are normally resolved at this stage.

The Head Teacher will log all complaints and keep a record of how they were dealt with.

What follows describes the procedure to be followed in the event that a parent or guardian has a complaint.

Stage 1 – Informal Resolution

· It is hoped that most complaints will be resolved quickly and informally.

· If parents have a complaint they should normally contact their child’s teacher. The class teacher will make a written record of all concerns and complaints and the date on which they were received. Should the matter not be resolved within three working days or in the event that the class teacher and the parent fail to reach a satisfactory resolution then the parents will be advised to proceed with their complaint in accordance with stage 2 of this policy.

Stage 2 – Formal resolution

· If the complaint cannot be resolved on an informal basis, then the parents must put their complaint in writing to the Head Teacher.

· The Head Teacher will decide, after considering the complaint the appropriate course of action to take.

· In most cases, the Head Teacher will speak to the parents concerned, normally within 48 hours of receiving the complaint, to discuss the matter. If possible, a resolution will be reached at this stage. A Deputy Head Teacher may be asked to take part in the discussions.

· It may be necessary for the Head Teacher to carry out further investigations.

· The Head Teacher will keep written records of all meetings and interviews held in relation to the complaint.

Once the Head Teacher is satisfied that, so far as is practicable, all the relevant facts have been established she will make a decision and parents will be informed as soon as possible, in writing with reasons for her decision. 

NB The Head Teacher may temporarily exclude a pupil without consulting the Chair of Governors but she will always consult the Chair before a decision to permanently exclude a child.

If parents are still not satisfied with the decision, they should proceed to Stage 3 of the procedure.

Stage 3 – Arbitration

If the parents do not feel that the complaint has been resolved they have a right of appeal to the Chair of Governors ( Mother Bernadette). A letter outlining the complaint should be sent to The Chair of Governors, c/o The Clerk to the Governors Mr P Lines. Virgo Fidelis Prep School and marked urgent. The parent should then inform the Head Teacher that this step has been taken.

· The Chair of Governors (or her deputy) will endeavour to make an initial response within 48 hours of receiving the letter.

· She may wish to convene a meeting involving interested parties or she may wish to consult colleagues on the Governing Body.

· A formal response by the Chair to the complaint will normally be made within 14 days of receipt of the letter.

· If parents are not satisfied with the response of the Chair a further hearing can be held. A panel with a minimum of 3 people  including the Chair of Governors plus 1 other Governor who is not connected in any way to the complaint, together with 1 other independent member will convene.

· Parents have the right to attend accompanied by a friend.

· The decision of the Panel is final and no further right of appeal may be made.

· When the panel has reached a verdict two copies of the findings will be made. One copy of the finding will be sent to the complainant the other kept in school as a matter of record.

· The school keeps written records of all complaints.

Parents can be assured that all concerns and complaints will be treated seriously and confidentially. Correspondence, statement and records will be kept confidential except in so far as is legally required.
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