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STAGE 1 : INFORMAL RESOLUTION 

Parents make an appointment with the child’s Teacher or staff member immediately responsible. Issue discussed with Teacher. 
Teacher may consult with Team Leader (TL) or member of Senior Management Team (SMT) where appropriate. Complaints made 

directly to a TL or SMT member will usually be referred to the relevant Teacher.  

 

Matter resolved to Parents satisfaction – either concluded or an understanding in place for further action.  

The relevant Teacher makes written record of complaint and resolution.  

 

If, within an agreed period of time e.g. two weeks, the agreed action is unsuccessful, i.e. problem has resurfaced, Parents will meet 
again with the relevant Teacher to endeavour to resolve. Teacher should consult with TL or member of SMT at this stage.  

 

Matter resolved to Parents satisfaction. Teacher makes written record of resolution.  

 

A CHILD’S PARENTS HAVE A COMPLAINT ABOUT SOMETHING 
HAPPENING AT SCHOOL 

STAGE 2 : FORMAL RESOLUTION 

If the relevant Teacher and the Parents fail to reach a satisfactory resolution under the “Informal Resolution” procedures within a 
reasonable time, the Parents will be advised to address their complaint in writing or in person to the Principal.  

 

Upon receipt of the formal complaint, the Principal will decide (after considering the complaint) the appropriate action to take. In 
most cases the Principal will contact the Parents concerned within 3 days of receiving the formal complaint. If possible a resolution 
will be reached at this stage. It may be necessary for the Principal to carry out or arrange further investigations. These will be 
completed as soon as practicable. The Principal will ensure that written records are kept of all meetings and interviews held in 
relation to the complaint.  

 

Once the Principal is satisfied that the relevant facts have been established, a decision will be made and the Parents will be 
informed of this decision in writing. The Principal will give reasons for the decision (Decision).  

 

STAGE 3 : BOARD RESOLUTION 

If the Parents are not satisfied with the Decision of the Principal under the “Formal Resolution” procedures, they may write to the 
Chairperson of the Board of Trustees asking that the Board of Trustees consider their complaint. The complaint will be included in 
Public Excluded Business at the next full Board Meeting.  The Board will decide at this time whether the matter is one of ‘day to 
day’ management and that the Principal’s decision will stand or that the matter is one related to the functions of the Board.  The 
Board may then make a Board decision based on the information at hand or decide that more information is required to make a 
fair, accurate and balanced decision.  If the Board determines at this time the Principal’s Decision will stand they will inform the 
complainant in writing. 

 

If the Board of Trustees or delegated committee considers it necessary, they may request further information from the complainant 
or Principal in relation to the complaint and schedule another meeting within two weeks to discuss it.  The Board or delegated 
committee may also decide to invite the complainant to this meeting to discuss their complaint further.  
Legal representation will not normally be appropriate.  The Board may conduct the meeting in such manner as it sees fit, having 
regard to the circumstances and to principles of natural justice. 

 

The Board or delegated committee will endeavour to resolve the complaint at this meeting without the need for further 
investigation. If it is deemed necessary they may defer the final decision to the next scheduled Board meeting if further 
investigation is required. Once the Board of Trustees are satisfied they have reached a fair and reasonable Decision they wil l write 
to the Parents informing them of this Decision and stating that the Decision will be final and the Board will not enter in to any 
further correspondence regarding the matter. Where appropriate the Board’s findings will be sent in writing to the Principal, the 
Chairperson of the Board of Trustees and, where the complaint relates to an individual, to that individual.  

 


