CCMS Circular 2003/29
December 2003
To: 
Chairpersons of Boards of Governors and Principals of all Catholic Maintained Schools

Dear Colleague

RE:
Handling Complaints in Catholic Maintained Schools

Over recent years it has become apparent that Principals and Governors have to deal with ever increasing demands in terms of receiving and resolving complaints made mainly by parents.  

The management of complaints, as with all the other day to day management, is primarily a matter for the principal and the Board of Governors, with CCMS, as always, available to provide advice and guidance.  In an ever increasing litigious society the Council recognizes that schools may benefit from guidance on the preparation and development of school based complaints’ procedures.  Accordingly, I enclose for your attention a copy of the Council’s guidance on this matter.  In the event that you do not already have a policy in place, this should be considered and/or amended by the Governors and subsequently adopted.

These sample procedures reflect the good practice that already exists within our broad base of schools and attempts to pay heed to the general advice issued by the Office of the Northern Ireland Ombudsman. 

I have also attached a range of sample letters which, whilst not part of any procedures, may prove useful to you and your Governors in the event that you are presented with a formal complaint. 

A computerised copy of this guidance may be obtained by e-mailing your request to heatheralexander@ccmsschools.com.

Yours sincerely

Donal Flanagan

Chief Executive

Enc
