St Peter’s Eaton Square C. of E. Primary School
Lower Belgrave Street,
London SW1W 0NL
Telephone 020 7641 4230
Fax 020 7641 4235
office@stpeaton.org.uk
www.stpeaton.org.uk

COMPLAINTS POLICY
Approved by: FGB

Date: 4/12/17

St Peter’s School is a place where every person has the right to be themselves and to be
included in a safe and happy environment. Everyone at our school is equal and will be
treated with respect.
Together, we will realise the potential God has given us.
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Aims
1. To reaffirm the partnership between parents, staff and Governors as they work together for the
good of the pupils in the school.
2. To ensure that it is easy for parents to inform the staff and Governors of any concerns they may
have.
3. To ensure that staff and Governors respond positively and in a timely manner to complaints from
parents.
4. To resolve where appropriate issues that have given rise to parental concern.

Procedure
Stage 1 – Informal
Where parents have a complaint relating to the school, they should be aware that class teachers
will always be pleased to meet parents at the end of the school day. Some advance notice for an
appointment would be appreciated to ensure availability.
 Discussion of concerns with class teacher.
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 If necessary, the teacher or parent may ask the Key Stage coordinator (or another member of the
school’s Senior Leadership Team) to investigate the concern;
 The investigation will usually include further discussion with the parents and others involved.
 The teacher or SLT member will notify the parents of the outcome of the investigation;
 If parents are not satisfied, or if there is a recurrence of a problem or issue then the parent or staff
member may ask the Head to seek to resolve the issue.
 If the parents are not satisfied following exhaustion of the above procedures then they may make
a written complaint to the Chair of Governors outlining why they are still dissatisfied and what
outcomes they seek. The complaint moves to the formal procedure at this point.

Stage 2 - Formal
• The Chairman of Governors acknowledges the complaint within 5 working days outlining the likely
time scale for the investigation.
• The Chairman will appoint a Governor to investigate the complaint. Notes to be made of
discussions/meetings with any of the parties involved.
• The investigating Governor will send a written report to the Chairman within 10 working days. This
is a target time and may depend on the availability of those involved.
• The Chairman will send a summary of the findings and decisions on any action to be taken to the
parents within approximately 5 working days.
The Clerk to the Governors should be asked to take notes at any meetings held to investigate the
complaint.
If the parents remain dissatisfied at the outcome they may:
• Refer the complaint to the Governing Body’s Complaints Committee, in writing, stating clearly why
they remain dissatisfied and what actions they would like taken.
• Within 15 working days a panel of 3 Governors, none of whom have been involved in the earlier
investigation, will consider the complaint at a meeting with the parents, Head and others involved.
• The Clerk to the Governors will send the written complaint and subsequent reports to all parties
involved 5 working days before any meeting to hear the complaint by the panel.
• The Clerk to the Governors will record the meeting.
• The Chairman of the Complaints Committee will notify the parents of the outcome.
• The decision taken by the Committee is final.

Points to note:
• All complaints will be handled in strict confidence. • Information and disciplinary actions relating to
any pupil are confidential.
• The Head will inform the parents at the end of stage 1 of their right to take the complaint further.
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• In the event of the Governors being unable to resolve the complaint, they may refer it to the
London Diocesan Board or Westminster Local Authority.
Review annually
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