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COMPLAINTS POLICY 
 
Parental Complaints in St Conor’s College, Kilrea and Clady 
If you have a concern or complaint 
As a school, we welcome suggestions for reviewing and enhancing our 
support for your child.  It would be appreciated if you have a concern that you 
tell us as soon as possible as it can be difficult to investigate an incident or 
problem which may have happened some time ago. 
 
What to do first 
As a school we believe the vast majority of concerns and complaints can be 
resolved informally, often straight away by the class teacher or principal, 
depending on whom the parent makes contact with first.  St. Paul’s College 
aims to ensure that parents feel able to raise concerns with staff without 
undue formality, either in person, by telephone or in writing.  There may be 
occasions when it is appropriate for someone to act on behalf of a parent in 
such an approach.  Parents may not be clear at first that they are making a 
complaint.  They may wish to ask a question or express an opinion.  A 
preliminary discussion with school staff may be needed to clarify the issue 
and help to decide whether the parent wishes to take the matter further. 
 
Most concerns and complaints can be sorted out quickly by speaking with 
your child’s class teacher, form tutor or head of year.  If you have a complaint 
which you feel should be considered by the Principal, you should contact her 
as soon as possible.  It is usually best to discuss the problem face to face.  To 
do this you may need an appointment which can be arranged by contacting 
the school office.  The same arrangement applies if you wish to speak with a 
member of the teaching staff. 
 



The Principal, Head of School or member of staff will make every effort to 
resolve your problem speedily and efficiently.  They will discuss what you feel 
went wrong, and they will explain what will be done to follow up your 
complaint.  As well as helping to resolve the immediate difficulty it is hoped 
that speaking with you will help to prevent a similar problem arising again. 
 
What to do next 
 
If you have addressed your complaint to a teacher and are dissatisfied with 
the response you can make your concern known to the Principal.  If your 
complaint relates to the Principal, then it should be referred to the 
Chairperson of the Board of Governors.  You can write to the Chairperson at 
the school address.  You may also find it helpful to have a copy of the 
school’s Complaints Procedure as this explains in detail the procedure to be 
followed in the event of a complaint against the school. This document is 
available from the school office.  A full investigation will be conducted as soon 
as possible.  As part of the investigation you or others may be asked for 
additional information following which you will receive a response to your 
complaint. 
 

 
PROCEDURE FOR MAKING A COMPLAINT– STAGE ONE 
 

 Parents should have an opportunity for informal discussion of any 
concerns with an appropriate member of staff.  This discussion should 
aim to clarify the nature of the parent’s concern and assure them that 
the school wishes to hear about it.  The discussion should also aim to 
clarify what kind of outcome the parent is seeking. 

 

 If the member of staff first contacted cannot deal with the matter 
immediately, s/he should make a firm arrangement to deal with it at a 
future date or refer the matter to another member of staff.  In either 
case a note of the name, date and contact details of the complainant 
should be taken. 

 

 If the matter is referred, either because the person first contacted is not 
available or the matter is best dealt with by another member of staff, 
then the first contact should check later to make sure the referral has 
been successful. 

 

 The principal should ensure that staff have guidelines about when and 
to whom to refer a matter.  In all cases, members of staff dealing with a 
complaint at this stage should make a note of the date, time, details 
and outcome and inform the principal. 

 

 The principal may decide to deal directly with a matter at this stage if 
this seems the most appropriate course of action. 

 



 If the complaint relates to the principal, the complainant should be 
advised to contact the Chairperson of the Board of Governors. 

 

 The staff member dealing with the complaint should make sure that the 
complainant is clear what will happen next (if anything).  This should be 
put in writing only if it seems the best way of making the outcome clear. 

 

 If no satisfactory solution has been found, the complainant should be 
asked if they wish their concern to be considered further.  If so, they 
should be given clear information on how to proceed and any advice 
and support that may be available to them. 

 

 

 

PROCEDURE – STAGE TWO 
 

 Parents who wish to pursue a complaint to Stage Two should be asked 
to put the complaint in writing to the school.  The principal (or 
designated member of staff) should acknowledge the complaint orally 
or in writing within 3 days of receipt giving a brief explanation of the 
complaints procedures and a target date for providing a response.  
Ideally, this should be within 10 days.  If it is not possible to deal with 
the matter in this time, the complainant should be informed of when it is 
likely to be concluded. 

 

 The principal (or designated member of staff) should provide an 
opportunity for the complainant to meet him/her.  The complainant 
should, if s/he wishes, be allowed to be accompanied by a friend or 
relative who can speak on his/her behalf.  Interpreting facilities should 
be made available if required. 

 

 If necessary, the principal (or designated member of staff) should 
interview any witnesses and take statements from those involved.  If 
the complaint centres around a pupil, the pupil may also be 
interviewed, normally with the parent/guardian present.  In some 
circumstances this may not be possible and a senior member of staff 
with whom the pupil feels comfortable should attend with him/her.  If a 
member of staff is complained against, the needs of that person should 
be borne in mind (see general principles 2.4). 

 

 The principal (or designated member of staff) should keep written 
records of meetings, telephone conversations and other 
documentation. 

 

 Once all the relevant facts have been established, the principal (or 
designated member of staff) should arrange a meeting with the 
complainant to discuss or resolve the matter.  This meeting should be 
followed up with a letter setting out the outcome of the meeting.  The 
complainant should be advised in this letter that if they wish to take the 



complaint further s/he should notify the Chairperson of the Board of 
Governors within 5 weeks of receiving the letter detailing the outcome 
of the complaint. 

 

 If the complaint is against the action of the principal, or the principal 
has been very closely involved at Stage One, the Chairperson of the 
Board of Governors should carry out all the Stage Two procedures. 

 

 
PROCEDURE – STAGE THREE REVIEW BY THE BOARD 
OF GOVERNORS 

 

The following procedure should be followed upon receipt of a written 
request from the complainant for the complaint to proceed to Stage Three. 

 
The Chairperson of the sub-committee should write acknowledging receipt 
of the written request and informing the complainant that it will be heard by 
a sub-committee of the Board of Governors within 20 working days of 
receipt.  The letter should also inform the complainant that they have the 
right to (a) submit any further documents relevant to the complaint and that 
these must be received in time for circulation to the sub-committee (b) 
attend a meeting of the sub-committee to speak to their complaint and to 
provide Governors with an opportunity to seek clarification of the issues 
involved. 

 
The Chairperson of the sub-committee should convene a meeting of the 
sub-committee.  In establishing the sub-committee the Board of Governors 
should nominate its membership in accordance with Paragraph 6.2 above.  
The sub-committee should elect its chair.                                                          

 
The committee members should have had no prior involvement with the 
complaint.  In circumstances where the complaint relates to the principal 
he/she should not have a place on the sub-committee.  Board of 
Governors should have regard to the advantages of having a mix of 
different type of Governor on the sub-committee and be sensitive to issues 
of equal opportunity in the composition of the sub-committee.  The teacher 
representative should not be a member of the sub-committee. 

 
All relevant correspondence and documentation should be given to each 
sub-committee member.  The Chairperson should ensure that the 
complainant, any member/s of staff involved and any other witnesses are 
given 5 days notice in writing of the date, time and place of the hearing.  
Each individual invited to the meeting should meet separately with the sub-
committee.  The letter of notification to the complainant should also inform 
him/her of their right to be accompanied by a friend/relative.  The principal 
or a teacher who is the subject of a complaint should be advised of their 
right to be accompanied by a colleague or friend.  Legal representation on 
behalf of any party involved should not be permitted.  The Chairperson 
should ensure that interpretation facilities are offered and made available if 
required.  The letter should set out the procedure for the conduct of the 



meeting (see annex B) and the complainants right to submit further related 
written evidence to the sub-committee. 

 
The Chairperson should invite the principal to attend the hearing and 
prepare a written report for the committee in response to the complaint.  
The principal may also invite any other members of staff directly involved 
in matters raised by the complainant to respond in writing and/or in person 
to the complaint.  Any involvement of other staff should be at the discretion 
of the chair of the committee.  Any relevant documents should be received 
by all concerned (including the complainant) at least five days before the 
meeting of the committee. 

 
The Chief Executive or his representative may attend the meeting to 
advise the sub-committee. 

 
The Chairperson of the sub-committee should ensure that the meeting is 
properly minuted. 

 
The aim of the meeting is to resolve the complaint and achieve 
reconciliation between school and the complainant.  However, it may only 
be possible to establish the facts of a situation and make 
recommendations about future action which will satisfy the complainant 
that their complaint has been taken seriously. 

 
The Chairperson should try and ensure that the proceedings are as 
informal as possible and that the complainant feels at ease. 

 
At the conclusion of each interview, the Chairperson should explain that 
the sub-committee will consider its decision and write to both parties with 
the outcome within 15 days. 

 
Following the interview process and the withdrawal in turn of those 
concerned the sub-committee should consider its decision.  This should 
include: a decision on the complaint; appropriate action to be taken by the 
school; and where appropriate, recommendations on changes to the 
school’s systems or procedures to ensure similar problems do not arise in 
the future. 

 
The school should ensure that a copy of all correspondence and notes is 
kept on file in the school.  This should be separately from pupils’ personal 
records. 
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