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COMPLAINTS PROCEDURES

What to do if you have a concern or complaint about St Joseph’s School and Nursery
If you have a concern it is important that you raise this with the school as soon as possible.  Set out below are the steps you should take.

What to do first

Most concerns can be sorted out quickly by speaking with your child’s class teacher, nursery nurse or room leader within the setting.

1) If the concern or complaint is to do with general Nursery procedures or the welfare of your son or daughter you should:

a) Discuss this with your child’s key worker, a nursery nurse or room leader as the first and most obvious point of contact.

b) If you feel your concerns have not been answered you should then seek an appointment with the Nursery Manager.

2)
If the concern or complaint is to do with general school/classroom procedures or the welfare of your son or daughter you should:
a) Discuss this with the Class Teacher as the first and most obvious point of contact.

b) If you feel your concerns have not been answered you should then seek an appointment with the Deputy Head or Head Teacher.

3)
If the concern or complaint is to do with a member of the staff, whether teaching or otherwise, you should:
a) Seek an appointment with the Head Teacher.

If you have a concern which you feel should be looked at by the Head Teacher, you can contact them straight away if you prefer.  It is usually best to discuss the problem face to face so you may need to make an appointment by contacting the school office.  You can take a friend or relative to the meeting if you wish.
Timescale for dealing with Informal Complaints
The staff or Head Teacher aim to deal with informal complaints as they arise and usually by the end of the day; either through a meeting or telephone conversation with the complainant.  All informal complaints should be responded to within 48 hours.
If you are still concerned

If you are still concerned following your meeting, you can make a formal complaint to the Head Teacher.  This should be done in writing in line with the school’s attached complaints procedure.  The Head Teacher will contact you to discuss the problem and you will usually be invited to a meeting to discuss this further.  The Head Teacher will then conduct a full investigation of the complaint and may interview any members of staff or pupils concerned.  You will receive a written response to your complaint. The Head Teacher will respond to a complaint within 2 working days. 
If you are still unhappy

If you are still not satisfied, you may wish to make a formal complaint to the governing body.  You should write to the Chair of Trustees of the school.  They will try to see if there is a way forward.  If they are unable to resolve the matter, your complaint will then be heard by a committee of three (two Trustees and an independent) called the Complaints Review Committee.  They will have no prior knowledge of the case and will therefore be able to make a fresh, unbiased assessment.  You will be invited to attend the committee meeting, accompanied by a friend or relative if you wish, and to put forward your side of the matter.  The Head Teacher will also attend to give their account.

TIME SCALES FOR COMPLAINTS PROCEDURE FOLLOWING A FORMAL, WRITTEN COMPLAINT.

To the Head Teacher

1) The Head Teacher will formally acknowledge your complaint within 2 working days.

2) The Head Teacher will formally respond within 15 working days following a full investigation of the complaint (if it is the holidays then within 28 days).

If your complaint is about the Head Teacher or if you are dissatisfied with the Head Teacher’s response to your formal letter of complaint then you need to contact the Chair of Trustees.

To the Chair of Trustees

1) The Chair of Trustees will formally acknowledge your complaint within 5 working days.

2) The Chair of Trustees will formally respond within 15 working days following a full investigation of the complaint (if it is the holidays then with 28 days).  No other trustees will be involved at this stage.

If you are unhappy with the actions of the Chair of Trustees’ investigation and response you can take the matter further to the Complaints Review Committee.

To the Complaints Review Committee

1) Write to the Chair of Trustees informing him/her that you would like the complaint referred to the Complains Review Committee.

2) The Chair of Trustees will formally acknowledge receipt of your letter within 5 days and inform you that the complaint will be heard by a committee of three (made up of two trustees and one independent person) who will have had no prior involvement with the complaint. The appointed independent person will not be involved in the management or running of St. Joseph’s School.

3) The Chair of Trustees will provide all relevant documentation regarding the complaint to the members of the committee.

4) The Chair of Trustees will inform all concerned of the date, time and place of the Complaints Review Committee Meeting at least 5 days in advance. 

5) The meeting will be within 20 working days of the Chair of Trustees acknowledgement to the letter of complaint requesting referral to the Complaints Review Committee.

6) The decision of the Complaints Review Committee is final.

7) A copy of the findings will be sent to the relevant people concerned by email or in writing.
8) The time scales above may be longer if the complaint occurs during the school holidays when the Head Teacher or Chair of Trustees are away from home.
9) A parent may be accompanied at a hearing but legal representation is not usually appropriate.

EYFS Fulfilment
Written complaints about the fulfilment of the EYFS requirements will be investigated and the complainant notified of the outcome of the investigation within 28 days. The record of complaints will be made available to OFSTED and ISI on request

 
Confidentiality

All correspondence, statements and records relating to individual complaints are to be kept confidential except where the Secretary of State or a body conducting an inspection under Section 108 or 109 of the 2008 Act requests access to them. A copy of the panel’s findings and recommendations will be provided to the complainant and, where relevant, the person complained about and that these findings and recommendations will be available for inspection on the school premises by the Chair of Trustees and the Head. An indication of whether they proceeded to the panel hearing stage or not and any actions taken as a result of those complaints, will be documented.

A written record of all complaints made during a specific period will be provided on request to ISI or Ofsted detailing any action taken.

Making Complaints to the Independent Schools Inspectorate can be done by using the following contact numbers:

Independent Schools Inspectorate: 020 7600 0100 (the ISI will also deal with Nursery complaints)
(Nursery complaints only)

Ofsted: 0300 123 1231 (Piccadilly Gate, Store Street, Manchester, N1 2WD)
St. Joseph’s School and Nursery
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