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Parental Complaints Procedures- Update December 2023.

Parent/ Staff Communication Policy.

Introductory statement.

This Policy was developed by the staff of St Mary’s Special School, The Board of Management and the Parents’
Association in the school year 2023/2024.

Its purpose is to provide information and guidelines to parents and staff on parents/staff meetings and
parent/staff communication in St Mary’s Special School. These guidelines align with our school policy on GDPR.
As parents and pupils engage with digital technologies they must adhere to GDPR considerations.

The family and home are central to the social and intellectual development of the child and the nurturing of
good and essential values. The school and the family strive to be mutually supportive and respectful of each
other so that the child’s education can be effective. All the stakeholders aim to work for the benefit of the child
and his/her learning. Using digital communications as a medium all parents will work cooperatively for the
benefit of the children.

Parents/Guardians are encouraged to:
a Develop close links with the school

O Participate in meetings in a positive, respectful manner, affirming the professional role of the staff and
all staff members of the school

O Collaborate with the school in developing the full potential of their children

O Share the responsibility of seeing that the school remains true to its ethos, values and distinct character
O To become actively involved in the school/parent association

O Participate in policy and decision-making processes affecting them.
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Structures in place to facilitate open communication & consultation with the parents.
° IEP meetings in October/ June
° Parent/teacher meetings one-to-one on an annual basis
° NCCA report card to parents at the end of the school year
° Termly newsletter.
° Consultation throughout the year
° Written communication via home-school diaries
° Through the parents’ council, parents are invited to discuss and contribute to the drafting and review of
school policies pertinent to them. Decisions taken to change current policies and procedures or to
introduce new ones will be made known to all parents through our website and newsletter.
° Parents are invited to events throughout the year e.g. 'School Leavers’ celebration, fundraising events
etc.
° If a parent wishes to consult with a teacher, he/she can contact the school secretary to arrange a
suitable time.
° Website which is updated on a regular basis
° Text message with essential information issued via the schools Aladdin system

It is vital that the school is immediately informed if family/event situations occur that could cause anxiety to
your child and therefore may adversely affect his/her education.

In all matters pertaining to the wellbeing and education of pupils, only the parents/legal guardians named on
the enrolment form will be consulted by staff.

Parent/Teacher meetings.

Formal Parent/Teacher meetings will be held once a year for all classes (Circular 14/04). They will be initiated by
the school staff and details regarding time etc. will be worked out by the class teacher, in consultation with the
parents. Parents will be given the opportunity to select preferred times on a note from the class teacher. The
school will attempt to coordinate times where siblings are concerned. Meetings may take place in classrooms,
offices, staff room, or in the group room. The teachers use prepared guidelines for the meetings. A short-written
record of the meeting is maintained by each teacher.
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The purpose of the Parent/Teacher meeting is:

° To establish and maintain good communication between the school and parents

° To inform the parents how their children are progressing in school.

° To meet demands for accountability

° To share with the parent issues and challenges that child may have in school

° To review with the parent, the child’s experience of school life

° To learn more about the child from the parents’ perspective

° To identify areas of tension and disagreement

° To identify ways in which both, school and parents can help the children

° To negotiate jointly decisions about the child’s education

° To inform the parents of diagnostic or other assessment results according to school policy

° The ideal situation for parent teacher meeting is face to face, however, other options will be explored in

individual situations to comply with Public Health advice.

Circular 56/2011 Initial Steps in the Implementation of the National Literacy & Numeracy strategy has been
adopted by the Board of Management. References to parent/school communication are:

Reporting to parents

Parents have the primary responsibility for their children’s learning and development. Schools can strengthen
the capacity of parents to support their children in this way by sharing meaningful information with parents
about the progress that children are achieving in the education system. This information needs to draw on the
different sources of evidence that staff use, such as, data collection and documented progress on objectives and
targets reached in their short and long-term planning, IEPs, documented observations of the learner’s
engagement with tasks, outcomes of other assessment tasks and test, and examples of student’s work. In turn,
parents will often be able to enrich staff knowledge of their students’ progress through providing further
information about the students’ learning at home.
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Letters

The school may post letters with important school information or forms to be completed from time to time.

Report card Templates/End of the Year Report

The school should help parents to understand fully the evidence of learning that the school reports to them; The
National Council of Curriculum and Assessment

(NCCA) has provided a range of standard report templates to assist schools in reporting information about the
progress of pupils to parents, including information from standardised tests or other appropriate tests like
ABBLS etc. The NCCA report card templates were developed in consultation with schools and parents can take
account of research commissioned by the NCCA. They are sent to the parents at the end of the School Year.

The report cards provide for reporting in three key areas:

° The child’s learning and achievement across the curriculum
° The child’s learning style and dispositions
° The child’s social and personal development

All primary schools must use one of the report card templates ( available at www.ncca.ie) for reporting to
parents’ on students’ progress and achievement at school with effect from the date of this Circular.

Formal meetings

Formal timetabled Parent/ Teacher meetings take place in May. However, if a parent wishes to arrange a
meeting at any stage during the year to discuss their child; they may do so by prior appointment.

Formal Meetings — IEPs

Formal timetabled parent/staff meetings on the subject of the Individual Educational Plan will take place in
October/ November. A review meeting will take place during May / June.

However, if a parent wishes to arrange a meeting at any stage during the year to discuss their child; they may do
so by prior appointment.
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Informal Parent/ Teacher meetings.

The school encourages communication between parents and staff. Occasions occur where a parent needs to
speak to a staff member urgently. Sometimes these meetings need to take place without prior notice. The
Principal will aim to facilitate such meetings making every effort to ensure that the children in the class do not
lose out on any of the teaching/learning time.

If parents wish to drop in lunch boxes, communicative devices etc., this can be done through the secretary’s
office as it is important to keep class interruptions to a minimum.

Communication etiquette

Parents should communicate with teaching staff via the means stated in this policy.

Parents should avoid attempting to make contact with staff via social media platforms, personal phone or to
discuss school related matters with staff in a non-professional environment.

Complaints procedure.

Complaints are infrequent but the school would wish that these would be dealt with informally, fairly and
quickly. There is 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.

Parents engagement with the school will be timely, courteous and resolution focused to ensure that the
important relationship between the school can be preserved and respected

Every effort is made to resolve complaints at the earliest possible stage.

The following is the agreed complaints procedure to be followed in primary schools.

Formal stage 1 - Discussion
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1.1. Parent guardian meets the teacher - The parent/ guardian who wishes to make a complaint in respect of
their own child, should seek an appointment with the teacher concerned with a view to resolving the complaint.
Further meetings with the teacher can be convened as necessary

1.2. Parent/ guardian meets the Principal - where the parent/ legal guardian is unable to resolve the complaint
with the teacher, they should seek an appointment with the Principal with a view to resolving the complaint.
Further meetings can be convened by the Principal as appropriate.

1.3 - Parent/ guardian meets Chairperson - Where the complaint remains unresolved, the parent/ legal guardian
should seek an appointment with the Chairperson of the Board of Management with a view to resolving the
complaint. Further meetings can be convened by the Chairperson as appropriate.

Complaint resolved - The complaint may be resolved during this stage.

Formal Stage 2 - Written (10 days)

2.1 Written complaint sent to the Chairperson - If the complaint has not been resolved at stage 1, the parent/
legal guardian who wishes to pursue the matter further should submit a complaint in writing to the Chairperson
of the Board of Management. This commences stage 2.

2.2. Chairperson provides a copy to the teacher - The Chairperson should provide a copy of the written
complaint to the teacher against whom the complaint has been made, without delay.

2.3. Chairperson convenes meetings - The Chairperson should seek to resolve the complaint between the
teacher and the parent/ legal guardian within 10 school days of the commencement of stage 2.1. This may
require one or more meetings to be convened by the Chairperson with the teacher/ parent/ legal guardian and
other school personnel as deemed appropriate by the Chairperson.

Complaint resolved. - The complaint may be resolved at this stage.
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Formal Stage 3 - Board of Management (20 days)

3.1 Chairperson makes a formal report to the Board - If the complaint remains unresolved following stage 2 and
the parent/ legal guardian wishes to pursue the matter, they should inform the Chairperson in writing of this
fact. The Chairperson should make a formal report to the Board of Management within 10 days of receipt of this
written statement. At this meeting, the Board can decide to proceed to either stage 3.2 or 3.3.

3.2 - Complaint concluded - Where the Board considers the complaint, the process may be concluded at this
stage, if the board considers that

a) The complaint is frivolous/ vexatious

b) The complaint has already been investigated by the board

c) The complaint is more appropriately dealt with through a more relevant DE circular,
or,

d) Where recourse to law has been initiated

Where the Board determines the complaint is concluded at this stage, the parent/legal guardian should be so
informed within five days of the Board meeting

3.3. - Proceed to a hearing

Where the Board decides to proceed to a hearing, it should proceed as follows:

a) The teacher should be informed that the complaint is proceeding to a full hearing and the Chairperson
should ensure the teacher has been supplied with all documents which are being considered by the Board.

b) The Board should arrange a meeting with the parent/ legal guardian if it considers such to be required.
The parent/ legal guardian is entitled to be accompanied and assisted by a friend at any such meeting
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c) The teacher should be afforded an opportunity to make a presentation of their case to the Board. The
teacher is entitled to be represented by a friend or a union representative, who may be accompanied for the
purpose of assistance and note taking.

d) The teacher should be requested to supply a written statement to the board as the employer in
response to the complaint. This written statement will be confidential to the employer and will not be shared
with any third party.

e) 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 to in 3.1. so far as possible.

Formal Stage 4 — Decision (5 days)

4.1. Written decision from Chairperson — The Board will consider the complaint and the response provided and
will adjudicate on the matter. The Chairperson should convey the decision of the Board in writing to the teacher
and the parent/legal guardian(s) within five days of the meeting held at stage 3.3.

4.2. — Complaint concluded — The decision of the Board shall be final.
Note: In this agreement ‘days’ mean school days.

Please see diagram attached with the Revised Parental Complaint Procedures. — Appendix 1.

Appealing to the Ombudsman for Children

The Office of the Ombudsman or Children may independently investigate complaints about schools recognised
by the Department of Education & Skills provided the parent/guardian has firstly and fully followed the school’s
Parental Complaints Procedure.

In accordance with the Ombudsman for Children Act 2002, the Office of the Ombudsman for Children provides
an independent and impartial complaint handling service. Under section 9 of the Act, the Ombudsman for
Children can investigate complaints relating to the administrative actions of a school recognised by the
Department of Education provided the complainant has firstly and fully followed the school’s complaints
procedures. The key criterion for any intervention by the Ombudsman for Children is that the action complained
of has or may have adversely affected the child.

More information about the Ombudsman for Children can be obtained on www.oco.ie or by contacting them at:

Email: oco@oco.ie
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Address: Ombudsman for Children’s Office, Millennium House, 52-56 Great Strand Street, Dublin 1

Phone: 01 865 6800

Free-phone: 1800 20 20 40

Behaviour of all Stakeholders in the School

Positive and respectful communication is of high importance to our school. This extends to all stakeholders e.g.
the staff, the parents, pupils and the wider community. Any one entering our school should feel safe to do so.
While the Code of Behaviour for our pupils is of vital importance, adults in the school community also have a
responsibility to ensure their own behaviour displays and maintain dignity and respect towards others.

It is of paramount importance that all stakeholders are responsible for their own behaviours in the school.
Examples include:

° All stakeholders are expected to speak to each other with respect. Shouting or aggressive tones are not
acceptable. If a stakeholder displays anger or aggression to another member of the school community, they may
be asked to remove themselves from the building. In certain cases, the Gardai may be called.

° All stakeholders are expected to be respectful of fellow stakeholders if publishing on social networks
e.g. Facebook, Twitter

° All stakeholders will treat our pupils with the utmost respect while on the premises

° Staff should not be asked to speak about another parent’s child. The staff of the school will respect your
child’s right to privacy; therefore, it is asked that parents respect other children’s rights to privacy.

° When stakeholders meet, it is important to respect that the time of the meetings should be kept to a
reasonable amount of time. Time of meetings should be agreed beforehand and these should be respected.

° Staff is generally available to listen to a quick issue in the morning and after school. However, should a
parent need to have a discussion or meeting, an appointment should be made at a convenient time for both
parties; this ensures that issues can be resolved. Classes begin at 9.00 am and finished at 2.40 pm, and this time
should not be interrupted wherever possible,

° The same standards of communication must be maintained in online communication settings. All stake
holders must interact in a respectful manner.

° Parents should avoid posting views, opinions or comments about staff on social media platforms that
may be considered offense, hurtful or abusive.

° All parties must communicate in a mutually respectful manner.
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Safety, Health and Welfare at Work.

The Safety, Health and Welfare at work Ac 2005, is an important piece of legislation for Boards of Management
and for those who work in schools, as school and colleges were brought under the scope of safety legislation for
the first time.

It is recognised that school staff may be at risk from violence in the form of verbal abuse, threats, and assaults
and/ or other forms of intimidation. This behaviour may come from pupils, parents, guardians, other staff
members, external agency workers or intruders.

In this respect, all staff should be aware of the DES Circular 40/97, (Appendix 1) which deals with the procedures
to follow if they feel they have been subjected to any of the above behaviours.

Ratified by the Board of Management.

Chairperson:

Date:

10



Mar-
9:0(‘\6‘ 5(4%
0

Appendix 1-

Revised Parental Complaints Procedure Diagram

Formal Stage 2
Written

Formal Stage 1

Discussion (10 days)

- g

A parent/legal guardian who

wishes to make a complaint in
respect of their own child, should,
seek an appointment with the
teacher concemned with a view to
resolving the complaint, Further
meetings with the teacher can

be convened as appropriate. ‘

"Where a complaint is received about a principal the above process commences at Stage 1.2.

Formal Stage 3

Board of Management (20days)
3.1 Chairperson makes a 3.3 Proceed to a hearing
formal report to the Board Where the Board decides

If the complaint remains unresolved to proceed to a hearing, it
following stage 2 and the parent/ should proceed as follows:

legal guardian wishes to pursue

the matter, they should inform

the Chairperson in writing

of this fact. The Chairperson
should make a formal report

to the Board of Management
within 10 days of receipt of this
written statement, At this meeting,
the Board can decide to proceed
toeither stage 3.2 0r 3.3,

3.2 Complaint concluded
Where the Board considers the
complaint, the process may

be concluded at this stage, if
the board considers that:

a) The complaintis
frivolous/vexatious;

b) The complaint has already been
investigated by the board;

¢) The complaint is more
appropriately dealt with through
2 more relevant DE circular,

on;

d) where recourse to law
has been initiated.

Where the Board determines the
complaint is concluded at this
stage, the parent/legal guardian
should be so informed within
fngmdmesoardmeeﬁng.¢

a) the teacher should be informed
that the complaint is proceeding
to afull hearing and the
Chairperson must ensure the
teacher has been supplied with
all documents which are being
considered by the Board.

b) the Board should arrange a
meeting with the parent/legal
guardian if it considers such
to be required. The parent/
legal guardian is entitled to be
accompanied and assisted by
afriend at any such meeting.

©) the teacher should be afforded
an opportunity to make a
presentation of their case to the
Board. The teacher Is entitled to
be represented by a friend ora
union representative, who may
be accompanied for the purpose
of assistance and note taking.

d) the teacher should be
requested to supply a written
statement to the board as
the employer in response to
the complaint. This written
statement will be confidential
to 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 so far as possible.
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Formal Stage 4
Decision  (sdam

4,1 Written d«.lslon m
from Chairperson 4

The Board will consider the
complaint and the response
provided and will adjudicate on
the matter. The Chairperson
should convey the decision

of the Board in writing to the
teacher and the parent/legal
guardian(s) within five days of
the meeting held at stage 3.3.

itk ol ‘

4,2 Complaim concluded

The decision of the
Board shall be final
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