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St. Francis’ College 

 
Boarders’ Complaints Policy 

 
 
 
Introduction  
 
The ‘College’ refers to all the staff and pupils of the Prep Department and Senior School which includes 
Early Years Foundation Stage (EYFS), Pre-Prep (Key Stage 1), Prep (Key Stage 2), and Senior School (Key 
Stages 3-5). 
 
This policy has been written in line with Part F (Boarders’ rights, advocacy and complaints), 
Standard 11 (Boarders’ induction and individual support), Standard 13 (Securing boarders’ views) 
and Standard 14 (Complaints) of the National Minimum Standards for Boarding Schools (5 
September 2022). 
 
Boarding House Policy 
 
St. Francis’ College Boarders are encouraged to freely discuss events which directly affect their daily 
life. All opinions which are voiced are regarded as positive input.  
 
Structures are in place to enable issues of general concern to be raised in a supportive environment:  
 
• Regular year group meetings enable concerns or chosen matters to be raised with Head of 

Boarding or Deputy Head of Boarding. At such meetings the group itself may raise and also resolve 
issues of concern.  

 
• A Boarders’ Council exists which is made up of year group representatives who are democratically 

elected. They provide a watchful eye and act as a liaison between boarders and the Head of 
Boarding.  

 
• Boarding House meetings are held each week and at other times if needed.  
 
Voicing of Boarders’ Concerns  
 
• If any boarder wishes to talk to a member of staff to seek advice or support, or to make a 

complaint, they are free to do so at any time.  
 
• There are many personnel to whom the students may turn.  These include The Head of Boarding, 

the Deputy Head of Boarding, the Resident and non-Resident Academic Tutors, the School Nurse, 
the Boarding House Nurse, Form Tutors and Subject Teachers, as well as the Head and Deputy 
Head.  
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• A School Counsellor is available and posters within the school and Boarding House give details of 

how she may be seen during the school week.  
 
• The Boarding House also has an Independent Person, Miss Olivia Painter.  The boarders know who 

she is, how to contact her and feel comfortable talking to her.  The Independent Person is easily 
accessible. (NMS 11.4)  

 
• Peer group support is given to individuals by ‘Buddies’ appointed to take care of new boarders. 

These often prove to be valuable friendship links which continue to provide support well beyond 
the initial year.  

 
• In addition, senior boarders and Boarding Council members are there to listen to views or 

complaints and to represent them at meetings, or to the head of Boarding. 
 

• There is a ‘pupil voice’ box outside the Deputy Head’s office. 
 

• The Head Boarder is a member of the School Council who meet with the Head fortnightly to discuss 
concerns, ideas and requests.  

 
The following information is given to each new boarder via the Boarding Handbook and each boarder 
has a copy to keep in her room.  The handbook is updated at least annually. 
 
 
Independent Listener – Olivia Painter 
Childline - 0800 1111  
Children’s Rights Director – Anne Longfield – 0800 5280731  
Samaritans 08457 909090/01462 455333  
Drugsline 01763 249977  
Hertfordshire Children’s Services 0300 1234043  
Ofsted Enquiry Line 0300 1231231  
School Counsellor - Denise Sheelan 
 
Complaint Procedures  
 
Stage 1  
 
If any student feels they have a complaint, concerning another boarder, conditions within the House 
or any other matter then they (and/or anyone else who feels similarly) should approach a staff member 
and talk it through and, if need be, present the complaint in writing. 
 
If the complaint is against a member of staff then this must be taken to the Head who will follow the 
appropriate College procedures according to the nature of the complaint.  
 
Stage 2  
 
If this does not resolve the situation, appeals may be made to senior staff, initially to the Head of 
Boarding who will listen and seek resolution. A fact-finding consultation with other boarders may be 
necessary and/or discussion with other staff. All such discussions to be on a ‘need to know’ basis. 
 
Feedback will be given within 48 hours.  
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Complaints of a more serious nature can be taken directly to the Head or the Deputy Head. 
 
  

Reviewed By  Head of Boarding 
Authorised By Head 
Effective From  December 2022 
Next Review Due December 2023 

  
 


