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1. Purpose of this Policy 

At Cardinal Heenan Catholic High School, we value positive relationships with pupils, parents, carers and the 
wider community. 

We recognise that concerns will occasionally arise and are committed to resolving them quickly, fairly and 
professionally. 

We believe that complaints should: 

• be listened to respectfully  
• be investigated fairly  
• be resolved as quickly as possible  
• improve our practice where appropriate  
• maintain positive relationships wherever possible  

Most concerns can be resolved informally without the need for a formal complaint. 

2. Our principles 

Every complaint will be handled in a way that is: 

• Fair  
• Honest  
• Respectful  
• Confidential  
• Timely  
• Proportionate  
• Child-centred  

We will always seek to understand concerns before reaching conclusions. 

3. Catholic Ethos 

As a Catholic school we are guided by Gospel values. 

We seek reconciliation before conflict and dialogue before dispute. 

Our aim is always to restore relationships wherever possible. 

"Blessed are the peacemakers..." (Matthew 5:9) 

4. Who can complain? 

Any person may make a complaint about: 
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• the school  
• members of staff  
• governors  
• services provided by the school  
• Unless complaints are dealt with under separate statutory procedures (such as appeals relating to 

exclusions or admissions). 

This policy does not apply where separate statutory procedures exist. 

5. Difference between a concern and a complaint 

Concern 

A concern is an expression of worry or uncertainty where reassurance is being sought. 

Complaint 

A complaint is an expression of dissatisfaction about actions taken or a failure to act. 

6. Our Expectations 

We expect everyone involved in the complaints process to treat one another with dignity and respect. 

We ask complainants to: 

• communicate politely  
• avoid abusive or threatening language  
• avoid personal criticism of staff  
• allow investigations to take place before drawing conclusions  
• refrain from discussing ongoing complaints on social media  

Likewise, all staff will: 

• remain courteous  
• remain professional  
• listen carefully  
• investigate fairly  
• communicate honestly  

7. Social Media 

The school encourages parents to raise concerns directly with us. 

Complaints aired on social media rarely assist in resolving concerns and frequently cause unnecessary 
distress to pupils and staff. 
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The school reserves the right to take appropriate action where defamatory or malicious comments are 
made online. 

 

8. Reasonable Adjustments 

The school will make reasonable adjustments for complainants with disabilities or additional needs. 

This may include: 

• translated documents  
• larger print  
• virtual meetings  
• alternative communication methods  

9. Anonymous Complaints 

Anonymous complaints will not normally be investigated. 

However, the Headteacher may decide that exceptional circumstances justify an investigation. 

10. Timescales 

Complaints should normally be raised within: 

Three months 

of the incident. 

Where there are exceptional circumstances, the Headteacher may extend this. 

Complaints received outside of term time 

Complaints received during school holidays or other periods when the school is closed will be treated as having been 

received on the first school day following the holiday or closure period. 

Use of Artificial Intelligence (AI) 

The school recognises that complainants may choose to use artificial intelligence (AI) tools to help draft 
correspondence. 

However, complaints must accurately reflect the complainant's own concerns, experiences and desired 
outcomes. 

Where correspondence appears to have been generated wholly or substantially using AI and: 
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• is excessively lengthy;  
• contains irrelevant, inaccurate or misleading legal references;  
• lacks clarity regarding the matters complained about; or  
• makes it difficult for the school to identify the issues requiring investigation,  

the school reserves the right to pause the complaints procedure and ask the complainant to: 

• confirm that the complaint reflects their own views;  
• identify the specific matters they wish to be investigated; and  
• submit a concise summary of the complaint, normally no more than two sides of A4 (or 1,500 

words).  

The complaints process will recommence once sufficient clarification has been received. 

Scope of this Complaints Procedure 

This procedure covers all complaints about any provision of community facilities or services by Cardinal 

Heenan other than complaints that are dealt with under other statutory procedures, including those listed 

below. 

Concerns about admissions, statutory assessments of Special Educational Needs, or school re-organisation 

proposals should be raised with Liverpool Local Authority 

• Matters likely to require a Child Protection Investigation 

Complaints about child protection matters are handled under our child protection and safeguarding policy and 

in accordance with relevant statutory guidance. 

If you have serious concerns, you may wish to contact the local authority designated officer (LADO) who has 

local responsibility for safeguarding or the Multi-Agency Safeguarding Hub (MASH).  

• Exclusion of children from school* 

Further information about raising concerns about exclusion can be found at: www.gov.uk/school-discipline-

exclusions/exclusions. 

*Complaints about the application of the behaviour policy can be made through the school’s 

complaints procedure.  

• Whistleblowing 

We have an internal whistleblowing procedure for all our employees, including temporary staff and 

contractors. 

The Secretary of State for Education is the prescribed person for matters relating to education for 

whistleblowers in education who do not want to raise matters direct with their employer. Referrals can be 

made at: www.education.gov.uk/contactus. 



‘Working together to safeguard children’ 

“RESPECT, BELIEVE, ACHIEVE.” 

 

Page 6 of 25 
 

Volunteer staff who have concerns about our school should complain through the school’s complaints 

procedure. You may also be able to complain direct to the LA or the Department for Education (see link above), 

depending on the substance of your complaint. 

• Staff grievances 

Complaints from staff will be dealt with under the school’s internal grievance procedures. 

• Staff conduct 

Complaints about staff will be dealt with under the school’s internal disciplinary procedures, if appropriate. 

Complainants will not be informed of any disciplinary action taken against a staff member as a result of a 

complaint. However, the complainant will be notified that the matter is being addressed. 

• Complaints about services provided by other providers who may use school premises or facilities 

Providers should have their own complaints procedure to deal with complaints about service. Please contact 

them direct.  

• National Curriculum - content 

Please contact the Department for Education at: www.education.gov.uk/contactus 

If other bodies are investigating aspects of the complaint, for example the police, local authority (LA) 

safeguarding teams or tribunals, this may impact on our ability to adhere to the timescales within this 

procedure or result in the procedure being suspended until those public bodies have completed their 

investigations. 

If a complainant commences legal action against Cardinal Heenan in relation to their complaint, we will 

consider whether to suspend the complaints procedure in relation to their complaint until those legal 

proceedings have concluded. 

11. Informal Resolution 

We strongly encourage concerns to be resolved informally. 

Most concerns are resolved by speaking with: 

• Form Tutor  
• Subject Teacher  
• Head of Year  
• Head of Department  
• Senior Leader  

Whenever possible this stage should conclude within 10 school days. 

12. Resolving complaints 
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At each stage in the procedure, Cardinal Heenan wants to resolve the complaint. If appropriate, we will 

acknowledge that the complaint is upheld in whole or in part. In addition, we may offer one or more of the 

following: 

• An explanation 

• An admission that the situation could have been handled differently or better 

• An assurance that we will try to ensure the event complained of will not recur 

• An explanation of the steps that have been or will be taken to help ensure that it will not happen 

again and an indication of the timescales within which any changes will be made 

• An undertaking to review school policies in light of the complaint 

• Training 

• An apology. 

Withdrawal of a Complaint 

If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing. 

13. Stage One – Formal Complaint 

Formal complaints should be submitted: 

• in writing  
• by email  
• using the complaint form  

The complaint should include: 

• what happened  
• dates  
• witnesses  
• previous action taken  
• desired outcome  

The school will acknowledge receipt within 3 school days. 

The investigation will normally conclude within 15 school days. 

14. Independent Investigation 

Where appropriate, the Headteacher or Chair of Governors may appoint an independent investigator 
where: 

• there is a conflict of interest  
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• the complaint is particularly complex  
• specialist expertise is required  

15. Stage Two – Governor Complaints Panel 

If dissatisfied with Stage One, complainants may request a Governor Complaints Panel. 

The Panel will consist of: 

• three impartial governors  
• one independent member where required (in order to make up the committee) 

The Panel will: 

• review evidence  
• hear representations  
• decide whether procedures were followed correctly  
• determine whether the complaint should be upheld  

The Panel may: 

• dismiss the complaint  
• uphold the complaint  
• partially uphold the complaint  
• recommend changes to procedures or systems 

All to learn from each experience and prevent similar issues in the future. The panel will aim to write to the 
complainant within 5 working days. 

16. Learning from Complaints 

Every complaint provides an opportunity to improve. 

Following each complaint the school will consider whether: 

• policies require amendment  
• training is needed  
• communication can improve  
• systems need strengthening  

17. Complaint Records 

The school maintains confidential records of all formal complaints. 

These records include: 

• complaint received  
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• investigation undertaken  
• outcome  
• actions taken  
• lessons learned  

Complaint records will be retained in accordance with GDPR and the school's retention schedule. 

18. Monitoring by Governors 

Each term governors will receive anonymised information showing: 

• number of complaints  
• themes  
• outcomes  
• timescales  
• lessons learned  

This allows governors to monitor trends whilst maintaining confidentiality. 

19. Unreasonable or Persistent Complaints 

Fortunately, these are rare. 

However, the school has a duty to protect staff from unreasonable behaviour. 

Examples include: 

• repeated complaints after procedures are exhausted  
• excessive emails  
• abusive language  
• threats  
• harassment  
• repeated complaints about the same issue  
• refusal to accept outcomes  

Where this occurs the Headteacher may: 

• limit communication  
• require communication in writing  
• nominate one point of contact  
• refuse to reopen previously investigated complaints  
• issue a warning regarding unacceptable behaviour  

This will always be proportionate and in line with DfE guidance. 

20. Complaints involving Safeguarding 
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Safeguarding concerns will always take precedence. 

Where appropriate the complaints process may be suspended whilst safeguarding investigations are 
undertaken. 

20. Escalation beyond the School 

If the complainant believes the school has failed to follow this procedure correctly they may refer the 

complaint to the Department for Education who will not normally reinvestigate the substance of complaints 

or overturn any decisions made by Cardinal Heenan. They will consider whether Cardinal Heenan has 

adhered to education legislation and any statutory policies connected with the complaint. 

The complainant can refer their complaint to the Department for Education online at: 

www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by writing to: 

Department for Education Piccadilly Gate Store Street Manchester 

M1 2WD. 

21. Policy Review 

This policy will be reviewed annually by the Governing Body. 

1. Complaint Form  
2. Complaints Flowchart  
3. Unreasonable Complainant Procedure, aligned with DfE guidance.  
4. Roles and Responsibilities for the Headteacher, Chair of Governors, Clerk, Governors and 

complainants.  
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CARDINAL HEENAN CATHOLIC HIGH SCHOOL 

Appendix 1 - Formal Complaint Form  

Please complete this form if you wish to make a formal complaint under the School's Complaints Policy. 
Where possible, concerns should first be raised informally with the appropriate member of staff. 
 
Please complete all sections clearly. If you require assistance completing this form, please contact the 
School Office. 
 

Section 1 – Your Details 

Full Name  
 
 
Address and  
Postcode  
 
Telephone Number  
 
Email Address  
 

Are you: 

☐ Parent/Carer 

☐ Pupil 

☐ Member of the Public 

☐ Staff Member 

☐ Governor 

☐ Other ___________________ 

 

Section 2 – Child's Details (if applicable) 

Child's Name 
Year Group  
Form 

 

Section 3 – What is your complaint about? 

Please tick all that apply. 

☐ Teaching and Learning 

☐ Behaviour 

☐ Safeguarding 

☐ SEND 

☐ Attendance 

☐ Communication 

☐ School Procedures 
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☐ Admissions 

☐ Exclusions 

☐ Staff Conduct 

☐ Other ______________________ 

 

Section 4 – Have you already tried to resolve your concern? 

☐ Yes 

☐ No 

If yes, please tell us: 

Who did you speak to? 

 

When? 

 

What was the outcome? 

 

 

Section 5 – Please describe your complaint 

Please: 

• stick to the facts;  
• include dates where known;  
• avoid repeating information;  
• limit your response to two sides of A4 or approximately 1,500 words.  

 

 

Complaint Summary 
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Section 6 – Timeline of Events 
 
Date: 
What happened: 
 

 

Section 7 – Evidence 

Please list any documents you are submitting. 

☐ Emails 

☐ Letters 

☐ Medical Information 

☐ Witness Statement 

☐ Photographs 

☐ Other 

Details: 

 

Section 8 – Witnesses 

Please provide the names of anyone who witnessed the events. 

Name: 
Relationship: 
 

 

Section 9 – What outcome are you seeking? 

Please explain what you would like the school to do. 

 

 

 

 

 

Section 10 – Equality and Accessibility 

Do you require any reasonable adjustments to enable us to investigate your complaint? 

☐ No 

☐ Yes 

Please tell us what adjustments would help. 
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Section 11 – Declaration 

I confirm that: 

☐ The information provided is accurate to the best of my knowledge. 

☐ This complaint reflects my own concerns. 

☐ I understand that knowingly providing false or misleading information may affect the 
investigation. 

☐ I have read the School's Complaints Policy. 

Signed: 

Date: 

 

School Use Only 

Date Received: 

Reference Number: 

Stage: 

☐ Informal 

☐ Stage 1 

☐ Stage 2 

Received By: 

Acknowledged: 

Response Due: 
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Appendix 2- Complaints procedure 
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Appendix 3 - Unreasonable Complainant Procedure 

1. Purpose 

Cardinal Heenan Catholic High School is committed to dealing with all concerns and complaints fairly, 
honestly, respectfully and in accordance with the school's Complaints Policy. 

The overwhelming majority of complaints are made reasonably and are resolved through positive dialogue. 
However, on very rare occasions, the behaviour of a complainant may become unreasonable or persistent 
to the extent that it impacts upon the wellbeing of staff, prevents the efficient operation of the school or 
makes it difficult to investigate the complaint fairly. 

This procedure explains how the school will manage such situations whilst continuing to act fairly, 
proportionately and lawfully. 

2. Principles 

The school will always: 

• listen carefully to concerns;  
• investigate complaints fairly;  
• communicate respectfully;  
• make reasonable adjustments where appropriate;  
• distinguish between a complainant who is persistent because they are dissatisfied and one whose 

behaviour is unreasonable.  

The school recognises that making a complaint should never, of itself, result in a complainant being treated 
differently. 

Action under this procedure will only be considered where the complainant's behaviour becomes 
unreasonable. 

3. What is unreasonable behaviour? 

A complainant's behaviour may be considered unreasonable where it is excessive, abusive or places an 
unreasonable demand on the school's resources. 

Examples include, but are not limited to: 

Excessive communication 

• sending numerous emails each day  
• repeatedly contacting multiple members of staff regarding the same issue  
• expecting immediate responses  
• refusing to accept published response times  
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Repetitive complaints 

• repeatedly raising the same complaint after all stages have been exhausted  
• continually rewording previously investigated complaints  
• repeatedly requesting that the school revisit decisions without providing significant new evidence  

Aggressive or abusive behaviour 

Including: 

• shouting  
• offensive language  
• personal insults  
• intimidation  
• discriminatory language  
• threatening behaviour  
• harassment of staff  
• repeated allegations without evidence  

This applies whether communication is: 

• face to face  
• by telephone  
• by email  
• by letter  
• via social media  
• through third parties  

Unreasonable demands 

Examples include: 

• demanding responses within unrealistic timescales  
• expecting staff to interrupt lessons or meetings  
• requiring multiple meetings about the same issue  
• making excessive Freedom of Information or Subject Access Requests connected solely to an 

ongoing complaint  
• demanding disciplinary action against members of staff  

Refusal to engage reasonably 

Including: 

• refusing to identify the actual complaint  
• refusing to clarify desired outcomes  
• refusing to cooperate with reasonable requests for information  
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• refusing to accept factual findings where no further evidence exists  

4. Artificial Intelligence (AI) Generated Complaints 

The school recognises that complainants may choose to use Artificial Intelligence (AI) software to assist with 
drafting correspondence. 

The use of AI will not, in itself, affect the way a complaint is considered. 

However, where correspondence: 

• is excessively lengthy;  
• contains irrelevant or repetitive material;  
• includes inaccurate legal arguments;  
• contains matters unrelated to the complaint;  
• makes it difficult to identify the issues requiring investigation;  

the school may pause the complaints procedure and request that the complainant: 

• confirms the complaint accurately reflects their own concerns;  
• identifies the specific issues requiring investigation;  
• provides a concise summary of the complaint using the School's Complaint Form or within a 

reasonable word limit.  

The complaints procedure will resume once sufficient clarification has been received. 

5. Social Media 

The school encourages concerns to be raised directly through its Complaints Procedure. 

The publication of inaccurate, abusive or defamatory comments regarding the school, governors, staff or 
pupils on social media is unlikely to assist resolution and may constitute unreasonable behaviour. 

Nothing in this procedure prevents an individual from expressing lawful opinions. 

6. Before applying restrictions 

Before deciding that behaviour is unreasonable, the Headteacher will consider whether: 

• the complainant may require reasonable adjustments;  
• there are safeguarding concerns;  
• communication difficulties exist;  
• English is not the complainant's first language;  
• a disability may affect communication.  

The school will always seek to resolve concerns through discussion before applying restrictions. 
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7. Possible restrictions 

Where behaviour continues to be unreasonable, the Headteacher may authorise one or more of the 
following measures. 

Communication 

The school may: 

• require all communication to be in writing;  
• restrict communication to email only, which will only be looked at weekly;  
• nominate a single point of contact;  
• limit responses to one reply per week or another reasonable period;  
• decline to respond to correspondence which repeats previously answered issues.  

Meetings 

The school may: 

• require meetings to be pre-arranged;  
• limit the number of attendees;  
• end meetings where abusive behaviour occurs;  
• refuse further meetings where no new issues are raised.  

Telephone calls 

The school may: 

• limit telephone contact;  
• require appointments;  
• terminate calls where abusive behaviour occurs.  

School visits 

Where necessary to protect staff or pupils, the school may require appointments before attending site. 

Where behaviour presents a significant concern, access to school premises may be restricted in accordance 
with the school's legal powers. 

8. Complaints already investigated 

Once every stage of the Complaints Procedure has been completed, the complaint is considered closed. 

The school will not normally reopen a complaint unless: 

• significant new evidence becomes available;  
• there has been a material procedural error;  
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• the school determines that further investigation is necessary.  

Repeated correspondence regarding closed complaints may receive no further response other than 
acknowledgement that the matter is closed. 

9. Decision making 

Only the Headteacher (or Chair of Governors where appropriate) may decide to apply this procedure. 

Before doing so they will: 

• review the history of the complaint;  
• consider proportionality;  
• ensure DfE guidance has been followed;  
• keep a written record of the reasons for the decision.  

10. Notification 

The complainant will be informed in writing: 

• why the behaviour has been considered unreasonable;  
• what restrictions are being applied;  
• how long they will remain in place;  
• how they may request a review.  

11. Review 

Restrictions will normally be reviewed after six months. 

They may be: 

• removed;  
• amended;  
• extended,  

depending upon the complainant's subsequent behaviour. 

12. Equality 

The school will always have regard to its duties under: 

• Equality Act 2010  
• Human Rights Act 1998  
• Data Protection legislation  

Reasonable adjustments will be made where appropriate. 
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13. Record Keeping 

The school will maintain confidential records of: 

• decisions made under this procedure;  
• correspondence;  
• restrictions imposed;  
• review dates;  
• outcomes. 
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Appendix 4 – Roles and responsibilities 

Complainant 

The complainant will receive a more effective response to the complaint if they: 

• explain the complaint in full as early as possible 

• co-operate with the school in seeking a solution to the complaint 

• respond promptly to requests for information or meetings or in agreeing the details of the complaint 

• ask for assistance as needed 

• treat all those involved in the complaint with respect 

• refrain from publicising the details of their complaint on social media and respect confidentiality. 

Investigator 

The investigator’s role is to establish the facts relevant to the complaint by: 

• providing a comprehensive, open, transparent and fair consideration of the complaint through: 

• sensitive and thorough interviewing of the complainant to establish what has happened and who has 

been involved 

• interviewing staff and children/young people and other people relevant to the complaint 

• consideration of records and other relevant information 

• analysing information 

• liaising with the complainant and the complaints co-ordinator as appropriate to clarify what the 

complainant feels would put things right. 

The investigator should: 

• conduct interviews with an open mind and be prepared to persist in the questioning 

• keep notes of interviews or arrange for an independent note taker to record minutes of the meeting 

• ensure that any papers produced during the investigation are kept securely pending any appeal 

• be mindful of the timescales to respond 

• prepare a comprehensive report for the headteacher or complaints committee that sets out the facts, 

identifies solutions and recommends courses of action to resolve problems. 

The headteacher or complaints committee will then determine whether to uphold or dismiss the complaint 

and communicate that decision to the complainant, providing the appropriate escalation details. 

Complaints co-ordinator (this could be the headteacher / designated complaints governor or other staff 

member providing administrative support) 
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The complaints co-ordinator should: 

• ensure that the complainant is fully updated at each stage of the procedure 

• liaise with staff members, headteacher, chair of governors, clerk and LAs (if appropriate) to ensure the 

smooth running of the complaint’s procedure 

• be aware of issues regarding: 

sharing third party information 

 Additional support. This may be needed by complainants when making a complaint including interpretation 

support or where the complainant is a child or young person 

• keep records. 

Clerk to the Governing Body 

The clerk is the contact point for the complainant and the committee and should: 

• ensure that all people involved in the complaint procedure are aware of their legal rights and duties, 

including any under legislation relating to school complaints, education law, the Equality Act 2010, the 

Freedom of Information Act 2000, the Data Protection Act (DPA) 2018 and the General Data Protection 

Regulations (GDPR) 

• set the date, time and venue of the meeting, ensuring that the dates are convenient to all parties (if they 

are invited to attend) and that the venue and proceedings are accessible 

• collate any written material relevant to the complaint (for example; stage 1 paperwork, school and 

complainant submissions) and send it to the parties in advance of the meeting within an agreed timescale 

• record the proceedings 

• circulate the minutes of the meeting 

• notify all parties of the committee’s decision. 

Committee Chair 

The committee’s chair, who is nominated in advance of the complaint meeting, should ensure that: 

• Both parties are asked, via the Clerk, to provide any additional information relating to the complaint by a 

specified date in advance of the meeting 

• The meeting is conducted in an informal manner, is not adversarial, and that, if all parties are invited to 

attend, everyone is treated with respect and courtesy 

• Complainants who may not be used to speaking at such a meeting are put at ease. This is particularly 

important if the complainant is a child/young person 

• The remit of the committee is explained to the complainant 
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• written material is seen by everyone in attendance, provided it does not breach confidentiality or any 

individual’s rights to privacy under the DPA 2018 or GDPR. 

If a new issue arises it would be useful to give everyone the opportunity to consider and comment upon it; 

this may require a short adjournment of the meeting 

• both the complainant and the school are given the opportunity to make their case and seek clarity, either 

through written submissions ahead of the meeting or verbally in the meeting itself 

• The issues are addressed 

• Key findings of fact are made 

• The committee is open-minded and acts independently 

• No member of the committee has an external interest in the outcome of the proceedings or any 

involvement in an earlier stage of the procedure 

• The meeting is minuted 

• They liaise with the clerk and complaints co-ordinator. 

Committee Member 

Committee members should be aware that: 

• The meeting must be independent and impartial, and should be seen to be so 

No governor may sit on the committee if they have had a prior involvement in the complaint or in the 

circumstances surrounding it. 

• The aim of the meeting should be to resolve the complaint and achieve reconciliation between the school 

and the complainant 

We recognise that the complainant might not be satisfied with the outcome if the meeting does not find in 

their favour. It may only be possible to establish the facts and make recommendations. 

• Many complainants will feel nervous and inhibited in a formal setting 

Parents/carers often feel emotional when discussing an issue that affects their child. 

• Extra care needs to be taken when the complainant is a child/young person and present during all or part 

of the meeting 

Careful consideration of the atmosphere and proceedings should ensure that the child/young person does 

not feel intimidated. 

The committee should respect the views of the child/young person and give them equal consideration to 

those of adults. 

If the child/young person is the complainant, the committee should ask in advance if any support is needed 

to help them present their complaint. Where the child/young person’s parent is the complainant, the 
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committee should give the parent the opportunity to say which parts of the meeting, if any, the child/young 

person needs to attend. 

However, the parent should be advised that agreement might not always be possible if the parent wishes the 

child/young person to attend a part of the meeting that the committee considers is not in the child/young 

person’s best interests. 

• The welfare of the child/young person is paramount. 

 


