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Template 07: Complaint log
The Diocesan Complaint Log is an online form used to record and manage formal complaints about inspections from the point at which a complaint is received through to the completion of the investigation and, where applicable, a diocesan review.
Beginning the online log also constitutes notification to the Catholic Schools Inspectorate that a formal complaint has been received.
Complete the online Diocesan Complaint Log here:
Template 07: Diocesan Complaint Log – Fill in form
Recording a new complaint
When a formal complaint is received:
1. Complete the Complaint Details section of the online form.
2. Select ‘Complaint received – investigation not yet complete’ as the current complaint status.
3. Submit the form.
4. On the confirmation screen, select ‘Save my response to edit’. This is necessary to enable the same complaint record to be reopened and updated as the complaint progresses.
The first submission creates the record of the complaint. Do not complete a new form when subsequently recording the investigation or a diocesan review.
Updating an existing complaint
To update a complaint record:
1. Sign in to Microsoft Forms using the same account that was used to submit the original response.
2. Open the Filled Forms tab.
3. Locate the appropriate Template 07: Diocesan Complaint Log response. Responses are identified by their submission dates.
4. Open the response and verify the school name and URN before making any changes.
If more than one complaint record has been submitted, use the submission date shown in Filled Forms to identify the appropriate response and then confirm the school name and URN after opening it.
Recording the outcome of the investigation
When the investigation has concluded:
1. Reopen the existing complaint record through Filled Forms.
2. Change the current complaint status to ‘Investigation complete’.
3. Complete the Investigation section, including the outcome of the investigation, whether the complaint was upheld, any actions taken and the date on which the response was sent to the complainant.
4. Complete the CSI Recommendations section, where applicable.
5. Resubmit the form.
The Diocesan Complaint Log does not replace Inspection Handbook Template 13.1: Investigating Officer’s Record. Template 13.1 should be completed by the investigating officer as the detailed working record of the investigation and retained by the diocese.
Recording a diocesan review
Where a diocesan review is requested:
1. Reopen the same complaint record through Filled Forms.
2. Select ‘Yes’ in response to the diocesan review question.
3. Complete the Diocesan Review section, including the name of the diocesan reviewer, the three-month review deadline, and the details and outcome of the review.
4. Resubmit the form.
Do not create a new complaint record for a diocesan review. The same online response should provide the record of the complaint from receipt through to its final outcome.
Related documents
See also:
Administration Guidebook: In the event of a complaint
Inspection Handbook, Appendix 8.1: Complaints policy
Inspection Handbook, Template 13.1: Investigating Officer’s Record
Inspection Handbook, Appendix 9: Upheld complaints procedure


Complaint log questions
Complaint Details
Diocese:
[Select diocese]
Name of diocesan CSI Coordinator:
[Free text]
Name of person completing this form (if not the coordinator):
[Free text]
URN of complainant school:
[Number]
Name of school:
[Free text]
Last day of inspection:
[Date]
Date complaint received:
[Date]
Was the concern raised during the inspection by speaking to the lead inspector or CSI coordinator/senior diocesan officer?
☐ Yes
☐ No
Was a written complaint received within five working days after the issue was first raised during the inspection?
☐ Yes
☐ No
Issue(s) raised by the complainant.
[Free text]
Date of 30-day response deadline:
[Date]
Investigation Status
Current complaint status
☐ Complaint received – investigation not yet complete
☐ Investigation complete
Investigation
Was the 30 day response deadline met in responding to the complainant?
☐ Yes
☐ No
Did the investigating officer communicate with the complainant by telephone at the beginning of the investigation process?
☐ Yes
☐ No
Date of telephone conversation?
[Date]
Result of investigation (including reference to evidence)
[Free text]
Is the complaint upheld?
☐ Yes, in full
☐ Yes, in part
☐ No
☐ Other
Actions taken:
☐ Issue an apology
☐ Recommend further training
☐ Mandatory retraining before redeployment
☐ Deem inspection incomplete
☐ Deem inspection null and void
Please feel free to add further details or comment if you think it helpful or necessary.
[Free text]
Date response sent to complainant:
[Date]
CSI Recommendations
Recommendations made to the Catholic Schools Inspectorate, if applicable.
[Free text]
Diocesan Review
Was a diocesan review requested?
☐ Not yet
☐ No
☐ Yes
Name of diocesan reviewer:
[Free text]
3-month diocesan review deadline:
[Date]
Details of the review and its outcome:
[Free text]
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