Council for Catholic Maintained Schools
HOW TO MAKE A COMPLAINT

Your Rights
It is your right to be treated courteously and with respect for your privacy and dignity.
Our Commitment
The Council for Catholic Maintained Schools is committed to the provision of a quality service with consistent and high standards to all whom it serves.  It aims to do this with courtesy and efficiency.

The Council welcomes feedback, comments and complaints on the services it provides and will use such comments to facilitate the improvement of relationships between the Council, those whom it serves and the quality of that service.

Council has devised and implemented the following procedure to enable you to make a complaint about the standards of service that you have received from the Council.
This Complaints Procedure allows you to make a complaint if you are dissatisfied with the service provided by the Council for Catholic Maintained Schools.

Complaints Covered By This Procedure
Complaints governed by this Procedure will normally suggest that the Council or its Officers have:

· failed to implement agreed actions or follow CCMS agreed policy or procedures;

· acted unfairly, discourteously or dishonestly.
Complaints Not Covered By This Procedure
This Complaints Procedure does not cover:

· matters for which there are already other statutory procedures e.g. employment issues;

· matters over which Council has no control e.g. curriculum matters, admissions appeals, suspensions or expulsions decisions, etc.  These are already covered by diverse tribunals;

· anonymous complaints.
How To Complain

Informal Complaints

The first stage seeks to resolve any complaint quickly and informally.  Our staff is encouraged to attempt to resolve problems quickly and courteously.
You will be given every opportunity at this stage to have the matter immediately resolved and should you wish to invoke further stages of the procedure you should be satisfied that you were treated fairly and courteously and that every effort was made to resolve your complaint informally.

Our staff is required to record all details of a complaint and any efforts at resolution and to forward these to the Council’s Complaints Monitoring Officer.

Formal Complaints

If attempts to settle your complaint informally have been unsuccessful or if your complaint is so serious or complex that it would not be possible or appropriate to settle it informally, you are advised to write to the Officer concerned or his/her line manager.

To ensure that you receive a full and considered investigation, analysis and response to your complaint, you should make sure that you give as much detail as possible.

Your complaint will be acknowledged by letter within five working days and a formal investigation of the complaint will be instigated.  The appropriate line manager will produce their own report, which will include details of steps taken at the informal stage and recommendations.
This report and recommendations will be considered alongside any additional factors which may come to light as a result of any investigation by Senior Officers of the Council.

You will normally be issued with a full response within 20 working days from initial receipt.  You will be notified if our response time is likely to exceed this time frame.

Complaints to the Chief Executive

If you are still dissatisfied you may write to the Chief Executive.

The Chief Executive will acknowledge the appeal within 5 working days of receipt and, if necessary will seek further details from you and will reply in full within 20 working days.

This reply will detail the outcome of the investigation, the reasons for it and any action which the Council proposes to take.
If You Are Still Dissatisfied
If you remain dissatisfied with the response you have received you may contact the Commissioner for Complaints.
Useful Contact Addresses:
Council for Catholic Maintained Schools

160 High Street

Holywood

Co. Down

BT18 9HT

Tel No. 028 9042 6972
Fax No. 028 9042 4255

Armagh Diocesan Education Office

1 Killyman Road

Dungannon

BT71 6DE

Tel No. 028 8775 2116
Fax No. 028 8775 2783

Clogher Diocesan Education Office

8 Darling Street

Enniskillen

BT74 7EP

Tel No. 028 6632 2709
Fax No. 028 6632 7939

Derry Diocesan Education Office

1a Millar Street

Derry

BT48 6SU

Tel No. 028 7126 1931
Fax No. 028 7127 1368

Down and Connor Diocesan Education Office

193-195 Donegall Street

Belfast

BT1 2FL

Tel No. 028 9032 7875
Fax No. 028 9032 7866

Dromore Diocesan Education Office

56 Armagh Road

Newry

BT35 6DA

Tel No. 028 3026 2423
Fax No. 028 3026 6703

Northern Ireland Commissioner for Complaints

33 Wellington Place

Belfast

BT1 6HN
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