Allen National School

Parental Complaints Policy and
Procedures

Introduction

The Parental Complaints Procedure helps parents and teachers work together to solve
grievances and complaints which can arise, from time to time, in schools. Based on
principles of fair procedures, the intention at each stage is to provide an open and
clearly defined process to facilitate parents/legal guardians in raising concerns about
their own child/children in an agreed, fair and transparent manner, with a view to
seeking an early resolution of the issue.

The original procedure has been around since 1993, and it has recently been updated
to make improvements. This revised procedure comes into effect on January 1, 2024.
Parties to the agreement include the Irish National Teachers’ Organisation (INTO), the
Catholic Primary Schools Management Association (CPSMA), the General Synod
Board of Education of the Church of Ireland, Educate Together, An Foras

Patrinachta, Muslim Primary Education Board, and the National Association of
Boards of Management in Special Education (NAMBSE).

The overall goal is to make it easier for parents to talk about concerns they have about
their child in a fair and clear way. It’s all about helping parents and schools work
together to solve issues quickly and in the best way possible for all involved.

Complaints

The Board of Management of Scoil na Triondide Naofa — Allen National School —
encourages all education partners to work in co-operation and collaboration with each other.
The Board acknowledges the importance of good, positive relationships between staff and
parents. The Board also acknowledges that from time to time issues may arise that can lead to
differences of opinion. Under such circumstances a parent/legal guardian may wish to make a
complaint against a staff member. The Board has adopted the revised agreed Parental
Complaints Procedures which provide an open and clearly defined process to facilitate
parents/legal guardians in raising concerns about their own child/children in an agreed,
fair and transparent manner.

Only those complaints about teachers which are written and signed by
parents/guardians of pupils may be investigated formally by the Board of Management,
except where those complaints are deemed by the Board to be:




(1) on matters of professional competence and which are to be referred to the

Department of Education;

(i) frivolous or vexations complaints and complaints which do not impinge on the work of
a teacher in a school; or

(iii) complaints in which either party has recourse to law or to another existing procedure.
Unwritten complaints not in the above categories may be processed informally as set out
in Stage 1 of this procedure.

Stage 1

1.1 A parent/guardian who wishes to make a complaint should, unless there are local
arrangements to the contrary, approach the class teacher with a view to resolving

the complaint.

1.2 Where the parent/guardian is unable to resolve the complaint with the class
teacher she/he should approach the Principal with a view to resolving it.

1.3 If the complaint is still unresolved the parent/guardian should raise the matter
with the Chairperson of the Board of Management with a view to resolving it.

Stage 2

2.1 If the complaint is still unresolved and the parent/guardian wishes to pursue the
matter further she/he should lodge the complaint in writing with the Chairperson
of the Board of Management.

2.2 The Chairperson should bring the precise nature of the written complaint to the
notice of the teacher and seek to resolve the matter between the parties within

5 days of receipt of the written complaint.

Stage 3

3.1 If the complaint is not resolved informally, the Chairperson should, subject to the
general authorisation of the Board and except in those cases where the

Chairperson deems the particular authorisation of the Board to be required:

(@) supply the teacher with a copy of the written complaint; and

(b) arrange a meeting with the teacher and, where applicable, the Principal

Teacher with a view to resolving the complaint. Such a meeting should take

place within 10 days of receipt of the written complaint.

Stage 4

4.1 If the complaint is still not resolved the Chairperson should make a formal
report to the Board within 10 days of the meeting referred to in 3.1(b).

4.2 If the Board considers that the complaint is not substantiated the teacher and the
complaint should be so informed within three days of the Board meeting.

4.3 If the Board considers that the complaint is substantiated or that it warrants
further investigation it proceeds as follows:

(a) the teacher should be informed that the investigation is proceeding to the next
stage;

(b) the teacher should be supplied with a copy of any written evidence in

support of the complaint;

(c) the teacher should be requested to supply a written statement to the Board in
response to the complaint;

(d) the teacher should be afforded an opportunity to make a presentation of case
to the Board. The teacher would be entitled to be accompanied and assisted

by a friend at any such meeting;



(e) the board may arrange a meeting with the complainant if it considers such to
be required. The complainant would be entitled to be accompanied and

assisted by a friend at any such meeting; and

(f) the meeting of the Board of Management referred to in (d) and (e) will take
place within 10 days of the meeting referred to in 3.1(b).

Stage 5

5.1 When the Board has completed its investigation, the Chairperson should convey the
Decision of the Board in writing to the teacher and the complainant within five days

of the meeting of the Board.

5.2 The decision of the Board shall be final.

5.3 This Complaints Procedure shall be reviewed after three years.

5.4 CPSMA or INTO may withdraw from this agreement having given the other party
three months’ notice of intention to do so.

In this agreement ‘days’ means schools days.

This procedure was ratified by the Board of Management at its Meeting on

Signed:







Formal Stage 4

within 10 days of receipt of this

At this i
lhenoaldcandu:kkmpmcgd
to either stage 32 0r 3.3, I
with the tescher, they should scek an whom the camplai 3.2 Complaint concluded
PP with the Pri 1 with has been made, without delay. Where the Board considers the
aview to resohang the i &: the p may
Further can be d be concluded st this stage, i
by the Principal as appropriate. 23 ose the board considers that
k convenes meeting(s) S8

1.3 Parent/guardian

&) The complaint is
frivolou:

meets Chairperson oia the teacher and the parent/

Where the complaint remains legal guardian within 10 schoal bl The complaint has sirady been

unresolved, the parent/Segal guardian days of the commencement of investigated by the board;

hould seek an appoi stage 2.1 This may require ane o Mmmphmbm

the Chairperson of the Board of or more meetings to be convened appeop Jy dealt with through

thﬁnmbmﬁh»ﬂg by the Chairp with the amul«mlbﬁm

the Further gs can guardian and other ar:

be d by the Chairp school personnel as deemed

as appropriste. ppropriate by the Chai d} where recourse to law

Complaint resolved Complaint resolved Where the Board determines the

The complaint may be The compisint may be complaint is concluded at this

resolved during thi sesolved stage, the pacent/legal guardian
s V& iz Fa hauld be 2o informed within

A4
'Wherea 15 ed about a ipal the obove process covmmenices ot Stage 1.2

teacher has been supplied with
all documents which are being
considered by the Board.

b) the Board should arrange a

) the teacher should be afforded

be represented by a friend or a
union repeesentative, who may
be wed for the purp
o'amuna-ndmuldng.

d) the teacher should be
requested to supply & written
statement to the baard 25
the employer in response to
the complaint. This wiitten

will be confid, |
1o the employer and will not be
shared with any third party.

€] the meeting of the Board of
Management referred to in 3(b),
{c} and {d) will take place within
10 days of the meeting referred
toin 3.1.in o far a3 possible.

the mesting held atstage 33

s =

4.2 Complaint concluded

The dedision of the

Hoard shall be fmal. /
A4

Revised Parental Compiaints Procedure | 2



