
 

 

COMPLAINTS PROCEDURE 
 
Introduction 
The following procedures have been set in place following guidance from the 
Department for Education  “School Complaints Procedure”.  Reference to this 
document (held by the Head’s PA) may offer further or more detailed guidance on 
these procedures.  The purpose is to provide information to parents, staff and 
governors on the procedures for dealing with complaints against the school.  It 
identifies different types of complaints and the ways in which they should be 
addressed.   
 
The guiding principles are that this Complaints Procedure will encourage the 
resolution of problems by informal means wherever possible; 

 be easily accessible and publicised, simple to understand and use; 
 be impartial and non-adversarial; 
 allow swift handling within established time limits, keeping people 
 informed of progress; 

• be fair and consistent, addressing all points at issue; 
• within the stated processes of the procedure, respect people’s desire 
for confidentiality; 
• provide an effective and adequate response to the complainant which 
will aim to establish positive relations and trust for the future; 
• provide information to the school’s Senior Team so that processes and procedures 
can be improved where relevant. 
 
Different Types of Complaint 
It is hoped that causes for complaint will be few and most can be dealt with as 
questions or concerns (Informal Complaints) through the normal day-to-day 
contact with the school. Staff will always be happy to see parents by 
appointment to discuss concerns at the earliest mutually convenient 
opportunity.  If such a complaint cannot be resolved informally by the member of 
staff, it will be referred through the line management structure. 
Where the approach is unsuccessful, Formal Complaints should be 
submitted in writing, usually to the Headteacher. However, it is important to 
establish early on the precise nature of a complaint as there are certain types 
of complaints or statutory requirements that should be addressed and 
processed through other routes. These include: 
• Complaints concerning the Headteacher – contact the Chair of Governors at the 
school address; 
• If the complaint is related to one of the following categories, it should be referred to 
the LA by the Headteacher to the relevant officer: 

a. complaints about the curriculum, in all its facets 
b. complaints about admissions 
c. complaints about failure to assess a child’s special educational needs 
d. the exclusion of pupils from school 
e. child protection – referral to LA should be without delay 

 
 
THE PROCESSES FOR SUBMITTING AND DEALING WITH COMPLAINTS 
 
General 
Other than those identified above, complaints should initially be referred to an 
appropriate member of staff at the school. Complaints received directly by 
Governors or the LA that should be dealt with at school level will be redirected and 
handled in accordance with this procedure. The school shall keep records of 



 

 

complaints received, which should include how they have been processed and 
resolved. 
 
Stage 1 - Informal complaints 
The school shall always, where it is appropriate, encourage the informal resolution of 
concerns or complaints. A complaint at this stage may be verbal or written.  In the 
case of parents with informal complaints the routes should be: 
 
• Pastoral Matters – contact the tutor, House Coordinator or Head of Learning. 
• Academic Matters – contact the relevant subject teacher or Head of Faculty. 
 
Members of the public with a complaint should contact the Headteacher or his PA.  In 
many cases the member of staff will be able to respond and resolve the issue 
immediately. The complainant should be contacted within two working days to initially 
acknowledge the receipt of the complaint, explain the next appropriate steps and 
agree the next contact point.  The complainant should expect a more detailed 
response within four working days. Where the matter cannot be resolved informally 
by the member of staff, or where a concern is considered to be of a more serious 
nature, it may, by agreement between the member of staff and the complainant, be 
referred for discussion with the Headteacher. 
 
Stage 2 – Formal Complaints 
If the complainant is not satisfied with the response of the member of staff or the 
Headteacher, then they may wish to put their concerns in writing as a formal 
complaint.  The letter, normally addressed to the Headteacher, or where it concerns 
the Headteacher to the Chair of Governors, should state clearly the nature and facts 
of the complaint and with whom it has previously been raised. A Complaints Form is 
available from the Headteacher’s PA for this purpose, which has the benefit of 
ensuring that all the relevant information is submitted and recorded. The 
Headteacher will acknowledge the letter/form within four working days, indicating 
who will be investigating it, if not himself, and of the time-scales involved. The 
investigation shall gather information available from relevant sources to allow a fair 
conclusion to be made. This may involve interviewing and taking statements and 
meeting with the complainant for a further discussion. The Headteacher shall notify 
the complainant of his conclusions, normally within ten school days of the 
acknowledgement. This shall be done in writing and if the complaint is upheld, should 
include an apology and details of what measures the school will be taking to avoid a 
reoccurrence. 
 
Stage 3 – Governors Appeal Panel 
In the unlikely event that the complainant is still dissatisfied with the response to a 
formal complaint, they should write a letter of appeal to the Chair of Governors at the 
school address. An independent panel of three governors shall be formed to meet 
within fifteen school days of receiving the appeal. The panel will not normally include 
the Chair and will not include any governor with prior knowledge or involvement in 
the complaint. The panel shall conduct itself in accordance with guidelines provided 
by the DoE.  The clerk to the panel shall write to the complainant, normally allowing 
five days’ notice of the meeting, and inform them of their rights to submit further 
written evidence, to attend and to be accompanied. The Headteacher and other 
witnesses shall be invited to attend. The Headteacher shall submit a written report 
and may invite the Chair of Governors or members of staff directly involved to 
respond in writing and/or in person to the complaint. Information shall be distributed 
to all relevant parties prior to the meeting, allowing sufficient time for the contents to 
be reviewed.  At the conclusion of the representations and questions, the panel will 
consider the issues and write to both parties with their decision or judgement within 
three days. This is normally the last and final step in the procedure. However, 



 

 

complainants have a right of appeal to the LA, who will only act if they consider that 
the Governing Body has acted unreasonably or not dealt with the case fairly and 
according to the Governors’ agreed policy and practice. 
Complaints may be of different degrees of concern. Colleagues should exercise 
judgement in each case as to the next course of action. If in doubt, colleagues should 
consult with their line manager. 
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Complaints Time Line 
 
 

 Action Time Scale 

Complaint received in 
school 

Complainant contacted to 
acknowledge receipt of 
complaint, resolve where 
possible 

Within 2 working days* 

Further investigation. 
Discussion with line 
manager or Headteacher 
where necessary.  
Feedback to complainant 
and/or initial meeting.  
Agree follow up/further 
action and time scale. 

Within 4 working days 
(after receipt of complaint) 

Formal complaint received 
by Headteacher 

HT contacts complainant 
and clarifies next steps 
including investigation and 
time scale 

Within max. 4 working 
days 

HT feeds back findings 
from investigation to 
complainant.  A letter is 
sent to sum up the 
conclusion(s) 

Within 10 working days 

Complainant formally 
requests an appeal panel 

Governors appeal panel of 
3 meets to receive reports 
from key staff and the 
complainant 

Within 15 working days 

The Governors panel 
report their findings, in 
writing, to both 
complainant and key staff 
in school 

Within 3 working days 
following the appeals 
meeting 

 
 
* Working days should be regarded as within school term time 
 


