St Vincent’s Catholic Primary School

Annex B - Complaint form

Please complete and return to Mrs A M Worrall Head teacher, who will
acknowledge receipt and explain what action will be taken.

Your name:

Pupil’s name:
Your relationship to the pupil:

Address:

Postcode:

Day time telephone number:
Evening telephone number:
Email:

Please give details of your complaint.

What action, if any, have you already taken to try to resolve your complaint.
(Who did you speak to and what was the response)?
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What actions do you feel might resolve the problem at this stage?

Signature:

Date:

Official use
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Date acknowledgement sent:

By whom:

Complaint referred to:

Date:

Annex C — Code of conduct

All parties will:

speak calmly without raised voices

use appropriate, courteous language (never swearing or using offensive language)
use appropriate body-language that is non-threatening

never make threats or be sarcastic

bring the complaint to the attention of the school as promptly as possible

not make a complaint personal

not discuss a complaint on social networking sites

meet the requirements of the Home School Agreement (Annex E).

School will:
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treat all complaints individually

not take complaints personally
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* stay calm

* notrush

* respond as promptly as possible
* maintain confidentiality

* treat all complaints seriously.

This code of conduct applies to all parties involved in a complaint, at all stages. If the code is
breached the following sanctions can be applied:

Member of school staff School’s disciplinary policy

Complainant Asked to provide documentation only and or

communicate by telephone (at the discretion of
the person leading the relevant stage) rather than
face to face hearing/interviews.

Consideration given to restricting attendance on
school premises.

Governor Removed from the process and replaced by the

vice-chair of governors in the case of the chair or
next available governor alphabetically in the case
of other governors.

Annex D

The guidance below is recommended but not prescriptive.

Advice and good practice for the school
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Be mindful of equal opportunities ensuring that the complainant has support
through the process where necessary; with reading the policy/completing the
complaints form, if English is an additional language for instance

Anonymous complaints are only acceptable in exceptional circumstances

Try to be clear (without patronising) and avoid using jargon

Ensure the complainant has a copy of the complaints procedure

Take your time. Let people have their say. Listen carefully and sympathetically
before replying and attempting to find a solution

Keep open-minded

Have a colleague with you to take notes

End the meeting on a positive note and thank people for their time

Offer to arrange another review meeting
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Advice and good practice for the parents

* Be tactful, plan the words you will use to explain the problem

* Try to demonstrate that you can see both sides of the situation but be sure to
say how your child feels

* Remember to praise any actions taken by the school

* Write down any points you wish to make beforehand

* Take a friend or partner along with you if you wish

* Make sure you are clear about what you would like to happen to resolve the
complaint — remember this must be reasonable

* Be open-minded

* End the meeting on a positive note and thank people for their time

* Ask for another review meeting if that would be helpful

* Ask for clarity around any points in the school’s complaints procedure if
necessary.

Annex E
Home School Agreement

All parties will have a copy of this on entry to the school, and a signed copy from both parties,
will be retained in school in the child’s school file.
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