
 
 

COMPLAINTS PROCEDURE STATEMENT 
 

In line with the Education (Independent School Standards) (England) Regulations 2003 and the 
Children Act Regulations (October 2005, HMI 2573) we are asked to provide parents at the school 
with a written Complaints Procedure.  This procedure applies to pupils in the Main School and in 
the Foundation Stage and is outlined below. 
 
At Sacred Heart School we place a high priority on positive relationships.  We aim to be fair and 
transparent in our dealings with all members of the school community.  We recognise that from 
time to time problems may arise and our aim is always to address matters promptly and seek a 
swift and mutually agreeable resolution.  Most matters can be dealt with quickly and informally; 
others will require investigation and sometimes consultation to resolve.  The process for dealing 
with all concerns relating to your child’s education is set out below.  
 
Stage 1: Informal Resolution 
 

1. Any problem or concern should be raised in the first instance with the class teacher, who 
will make every effort to resolve your problem promptly at this informal stage.  Such 
concerns might include homework, lost property or progress and assessments. If your 
concern is with the teacher speak directly to the Head Teacher.  Most concerns can best be 
resolved through informal discussion, although it may be necessary to book an appointment 
in order to avoid interruption to teaching time and other duties. 

 
2. If your concern is about an action by the Head Teacher personally you can discuss the 

matter informally with the Chair of Governors. The Chair of Governors will then investigate 
and may seek to resolve the matter through discussion with yourself and the Head 
Teacher.    
 

3. The Head Teacher, the member of staff for Pastoral Care and or/ the Learning Support 
Teacher are always available to discuss matters which require attention beyond that of the 
class teacher. 
 

Stage 2: Formal Resolution 
 

4. If following any such informal discussions you are dissatisfied with the response then you 
may wish to put your concerns in writing to the member of staff, Head Teacher or Chair of 
Governors. 

 
5. The Head Teacher or the Chair of Governors will investigate the complaint and invite you to 

a meeting to discuss the findings (or provide a written response) normally within 10 school 
days of your letter. 
 

Stage 3: Panel Hearing 
 

6. If you are dissatisfied with the outcome you may wish to put your concerns in writing to the 
Chair of Governors who  will convene a meeting with three people who were not directly 
involved in the matters detailed in the complaint to address the issues raised by you. At 
least one panel member will be a governor and one member of the panel will be 
independent of the management and running of the school (for example: serving or retired 
business people, civil servants, heads or senior members of staff at other schools, people 
with a legal background or retired members of the Police Force).  This meeting will normally 
be arranged within fifteen school days of your complaint being received, depending on the 
availability of all concerned.  You may be invited to speak to the panel and can be 
accompanied by a friend or representative if you wish.  After the meeting you will be 
advised of the outcome.  This will normally be within 10 school days of the meeting. 

 



7. A written record will be kept of all complaints, actions taken and outcomes and whether 
they are resolved at the preliminary stage or proceed to a panel hearing.  A copy of these 
findings and recommendations will be retained by the school for a period of 3 years and a 
summary will be sent to the complainant and, where relevant, the person complained 
about.  This record will be available for inspection on the school premises by the Head and 
the Chair of Governors. 

 
8. 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 162A of the 2002 Act, as amended, requests access to them. 

 
9. For parents of pupils in the Foundation Stage any complaints that are not resolved at this 

stage may also be referred to Ofsted Early Years.  (See addresses below) 
 

The number of formal complaints registered during the year 15-16 is  1,  resolved to the 
mutual satisfaction of both parties 

 
 

 
            Independent Schools Inspectorate  
            CAP House 
            9- 12 Long Lane  
            London 
            EC1A 9HA  
 
            Telephone 020 7600 0100                        
 

 
OFSTED Early Years 
Royal Exchange Buildings 
St Ann’s Square 
MANCHESTER 
M2 7LA 
 

                       Telephone 08456 404040 


