
 
St Catherine Catholic Primary School and Nursery 

Complaints Procedure Summary 
 
St Catherine Catholic Primary School has formally adopted the diocese of Westminster Complaints 
Procedure which can be found on the website.  This document is a quick reference summary of that 
procedure. 
 
This document covers General Procedures under Section 29 of the Education Act 2002 and does not 
include Admissions, the provision of an appropriate curriculum, SEN, and Exclusions Appeals or any matter 
covered by specific Statutory Procedures under the Education Act 1996. 
 
 
Introduction. 
At St Catherine Catholic Primary and Nursery, we work very hard to create a friendly welcoming 
environment where children are happy to learn and achieve and where families are welcome as genuine 
partners in the process.  If you have a concern, and you let us know about it, we will always aim to resolve 
it as quickly and as painlessly as possible.  Our staff are available each day and we encourage parents to 
let them know about any worries before they become a problem.  As a matter of daily routine, we are likely 
to receive numerous contacts from parents and other interested parties. The vast majority of these will be 
resolved simply by providing information or through the arrangement of an informal meeting.  Very 
occasionally, we may need a more formal approach to deal with more complex concerns. 
 
 
This Complaints Procedure does not apply to: 

 members of staff (who should use their own Grievance Procedure) 

 procedures with their own appeal structure e.g. admissions and exclusions 

 concerns about the delivery of the National Curriculum  and about collective worship will be 
dealt with by the school in the first instance (stages 1 and 2) and if there is no satisfactory 
resolution, will be referred to the Secretary of State 

 
Step 1 - Informal Stage 

 For all day to day matters or matters relating to your child, tell the class teacher.  You can do this in 
one of the following ways:  Approach the teacher at the end of the school day and ask for a brief 
meeting; Leave a message with the school secretary for the teacher to contact you or send a brief 
note to the teacher outlining your concern and asking the teacher to contact you 
 

 Explain clearly what you are concerned about.  Describe the problem. Try to give us as much 
factual information as possible. The teacher will make a written record of this conversation  
 

 Give us an opportunity to respond.  If possible, we will listen to your concern and answer any 
questions there and then.  We may need to check some information or speak to other people.  
Sometimes we may need to come back to you at another time.  We will try and tell you straight 
away when this is likely to be. 
 

 If you feel that staff have not answered your concern or if your concern is of a more serious nature, 
ask for an appointment to see the Head Teacher.  She will ask you for details of the concern and 
will check what has already been done.  She may need to carry out an investigation.  In most 
circumstances this will be done within a day or two of your meeting but if it takes longer, she will 
explain why it needs more time. 
 

 If you have followed the above steps and you are not satisfied with the outcome, you may wish to 
proceed to Step 2.  Please read the guidance below carefully before you proceed. 
 



 
Step 2 - Formal Stage 

 Where a complaint has not been resolved at Stage 1, it will be referred to the headteacher unless 
the original complaint concerned either the headteacher or the chair of governors in which case the 
complainant may refer it straight to Stage 3. 

 

 If your concern or complaint is not resolved at the informal stage you may choose to put the 
complaint in writing and pass it to the Head Teacher, who will be responsible for ensuring that it is 
investigated appropriately.  You should include details which might assist the investigation, such as 
names of potential witnesses, dates and times of events, and copies of relevant documents.   It is 
very important that you include a clear statement of the actions that you would like the school to 
take to resolve your concern. Without this, it is much more difficult to proceed. 

 

 Please pass the letter in a sealed envelope to the school office. The envelope should be addressed 
to the Head Teacher, or to the Clerk to the governing body, as appropriate. 

 

 The Head Teacher (or Chair) may invite you to a meeting to clarify your concerns and to explore the 
possibility of an informal resolution. If you accept that invitation, you may be accompanied by a 
friend, if you wish, to assist you in explaining the nature of your concerns. 

 

 It is possible that your complaint will be resolved through a meeting with the Head Teacher (or 
Chair). If not, arrangements will be made for the matter to be fully investigated, using the 
appropriate procedure. In any case you should learn in writing, usually within 5 days of the school 
receiving your formal complaint, of how the school intends to proceed. This notification should 
include an indication of the anticipated timescale. 

 

 Any investigation will begin as soon as possible and when it has been concluded, you will be 
informed in writing of its conclusion.  

 

 If you are not satisfied with the manner in which the process has been followed, you may request 
that the governing body reviews the process followed by the school, (Step 3) in handling the 
complaint.  

 
 
Stage 3- Review Process - Complaint Heard by Governing Body’s Complaints Appeal Panel 

 A Complaints Appeal Panel, consisting of three governors, is appointed annually by the  
governing body. This panel has delegated power to hear and finally determine complaints.  

 

 The meeting of the Governors Complaint Panel will follow the guidelines set out by the Diocese of 
Westminster Education Service. 

 
Stage 4 – Final recourse 

 If the complaint remains unresolved parents are invited to contact Hillingdon Education Services, in 
writing, outlining their complaint. 

 

 If the complaint relates to R.E. or the Collective Act of Worship it should be referred to Westminster 
Diocesan Education Service. 

 

 The Education and Inspections Act 2006 at s.160 provides a procedure for Ofsted to investigate 
parents’ complaints about a school.  A complaint cannot be investigated unless the school’s 
complaints procedure has been exhausted, subject to the Chief Inspector’s discretion to waive this 
requirement. 

 

 If you remain dissatisfied at this stage, and feel that the correct procedure has not been followed, 
please write to the Secretary of State for Education, Department for Education.  More information on 
this can be found in the guidelines set out by the Diocese of Westminster Education Service. 
 
 
 

 


