
 

 

 

 

 

COLOMA CONVENT GIRLS’ SCHOOL 

 

COMPLAINTS POLICY 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Date policy agreed: June 2015 

 

 

 

Since September 2003 Governing Bodies (GBs) of all maintained schools and maintained 
nursery schools in England have been required, under Section 29 of the Education Act 
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2002, to have in place a procedure to deal with complaints relating to a daughter’s learning 
or welfare in school. The law also requires this procedure to be made readily available, i.e. 
on a school website. 
 
Dealing with Complaints – Initial Concerns  
 

The school recognises that there is a difference between a concern and a complaint. All staff 
and the Governing Body understand that taking informal concerns seriously at the earliest 
stage will reduce the numbers which develop into formal complaints. At all times the aim will 
be to resolve concerns informally. In most cases the class teacher or member of staff 
concerned will receive the first approach and will attempt to resolve issues as quickly as 
possible.  

Dealing with Complaints – Formal Procedures  

The formal procedure will be used when initial attempts to resolve the issue are 
unsuccessful and the person raising the concern remains dissatisfied and wishes to take the 
matter further.  

The Headteacher will be responsible for the operation of the school complaints procedure 
unless the complaint concerns the Headteacher. If the complaint concerns the Headteacher 
then the Chair of the Governing Body will take responsibility for the operation of the school 
complaints procedure.  

Investigating Complaints  
 
If a complaint is received, the Headteacher (or Chair of Governors) will do the following: 
 

 establish what has happened so far, and who has been involved;  

 clarify the nature of the complaint and what remains unresolved; 

 meet with the complainant or contact them (if unsure or further information is 
necessary); 

 clarify what the complainant feels would put things right ; 

 interview those involved in the matter and/or those complained of, allowing them to 
be accompanied if they wish;  

 conduct the interview with an open mind and be prepared to persist in the 
questioning;  

 keep notes of the interview. 
  

Resolving Complaints 
  
The aim of the investigation will be to resolve the complaint and the outcome may lead to 
one or more of the following:  
 

 an apology;  

 an explanation; 

 an admission that the situation could have been handled differently or better; 

 an assurance that the event complained of will not recur;  

 an explanation of the steps that have been taken to ensure that it will not happen 
again;  

 an undertaking to review school policies in light of the complaint.  
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Unresolved Complaints  
If following an investigation a complainant remains dissatisfied with the outcome, they will 
have the right to make an appeal that will be heard by a committee of the Governing Body 
comprising of three members who have had no previous involvement with the complaint. 
The findings of this committee will be the final stage of the formal complaints procedure 
within Coloma.  
 
If a parent remains dissatisfied with the outcomes of the school complaints procedure at 
Coloma, they should contact the Education Department of Croydon Local Authority. 
 
Time-Limits  

The aim will always be for complaints to be considered, and resolved, as quickly and 
efficiently as possible. At Coloma, if the formal part of the procedure is used, a hearing will 
be held within ten working days from the receipt of a written complaint. If the Headteacher is 
dealing with the informal stage of the complaint procedure, parents will receive a reply, either 
in writing or through a meeting within five working days.  
 
Governing Body Review  
The Governing Body requires the Headteacher to report any complaints received in his / her 
termly report to Governors and the Chair of Governors will report any complaints received 
concerning the Headteacher at each meeting of the Governing Body. Unless strictly 
necessary these reports to the Governing Body will not identify the individuals concerned.  
The Governing Body will keep this complaints procedure under annual review as they 
recognise that the process of responding to complaints can play a useful role in evaluating 
the performance of the school.  
 
  


