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Complaints Procedure 

 

Introduction 
 

• We believe that our school provides a good education for all our pupils, and that 
the Principal and other staff work very hard to build positive relationships with all 
pupils and their families. However, the school has procedures in place in case 
there are complaints by parents or guardians, pupils, or by members of the public. 
The following policy sets out the procedure that the school follows in such cases. 

  

• If any parent is unhappy with the education that their child is receiving, or has any 
concern relating to the school, we encourage that person to talk immediately to 
the child’s teacher or another member of staff with whom they feel comfortable. 

 

• If a pupil has any concerns or complaints, we encourage them to talk to a member 
of staff directly, or through their parents or the School Council. 

 

• We deal with all complaints in accordance with procedures outlined by the Dept of 
Education: Best Practice Advice for School Complaints Procedures 2016. If the 
school cannot resolve any complaint itself, those concerned can ask their lawyer 
or their MP to intervene. 

 

• All parents have the right, as a last resort, to appeal to the Secretary of State for 
Education, if they still feel that their complaint has not been properly addressed. 

 

• Parents can make a complaint, if they wish to: 
 

• Ofsted by post to Piccadilly Gate, Store St, Manchester M1 2WD or by phone 
0300 123 1231or by email to enquiries@ofsted.gov.uk   

 

• The school will provide Ofsted, on request, with a written record of all complaints 
made during any specified period and the action which was taken as a result of 
each complaint.  The record of complaints will be kept for three years.  

 
Aims and objectives 
 

• Our school aims to be fair, open and honest when dealing with any complaint.  
 

• We give careful consideration to all complaints and deal with them as swiftly as 
possible. 

  

• We aim to resolve any complaint through dialogue and mutual understanding and 
in all cases we put the interests of the pupil above all other issues.  

 
• We aim to provide sufficient opportunity for any complaint to be fully discussed, 

and then resolved. 
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The complaints process 
 

Informal Resolution 

• If a parent is concerned about anything to do with the education that we are 
providing at our school, they should, in the first instance, discuss the matter with 
their child’s form teacher or subject teacher. Most matters of concern can be 
dealt with in this way. All teachers work very hard to ensure that each child is 
happy at school, and is making good progress; they always want to know if there 
is a problem, so that they can take action before the problem seriously affects the 
child’s progress. 

 

• The teacher will make a brief written record of all concerns and complaints and 
the date on which they were received.  Should the matter not be resolved within 
five school days, or in the event that the teacher and the parent fail to reach a 
satisfactory resolution, then parents will be advised to proceed with their complaint 
in accordance with the procedure for formal complaints. 

 

• Where a parent feels that a situation has not been resolved through contact with 
the form teacher, or that their concern is of a sufficiently serious nature, they 
should make an appointment to discuss it with the Principal. The Principal 
considers any such complaint very seriously and investigates each case 
thoroughly. Most complaints are normally resolved at this stage. 

 
Formal Complaints 

Stage 1 Formal Resolution to the Head. 

If the concern or complaint has not been resolved informally the parent or carer 
should put it in writing, stating that a complaint is being made, addressed to the 
Principal who will decide after consideration the appropriate course of action to take. 
At this point a formal complaint will be registered and acknowledged. Where 
necessary, the Principal will meet with the parent or carer, within ten School days of 
receiving the complaint, to discuss the matter and if possible to reach a resolution at 
this stage. It may be necessary to carry out further investigations. The Principal will 
keep written records of all complaints, and of meetings held in relation to them. Once 
the Principal is satisfied that all the relevant facts have been established, a response 
to the parent’s or carer’s complaint will be made and the parent will be informed in 
writing, within fifteen School days: the nature of the response will depend on the 
nature of the complaint but it will always give a judgement whether and to what 
extent, if at all, the complaint is justified, and reasons; the response may include 
actions which the School intends to take or a decision. A parent or carer who is not 
satisfied should proceed to the next stage.  
 
Stage 2 Formal Resolution to the Advisory Body. 

If Stage 1 has not resolved the complaint satisfactorily the parent should write to the 
Advisory Body within fifteen School days stating why an appeal for resolution by the 
Advisory Body is requested and, wherever possible, the action which the parent or 



carer wishes the School to take to resolve the problem. The procedure to be followed 
by the Advisory Body will involve the same steps, timescale, record keeping and 
form of response as set out for resolution by the Head in Stage 1. A parent or carer 
who is not satisfied, after receiving the Advisory decision, should proceed to Stage 3.  
 
Stage 3 Independent Resolution – the review panel 

If Stage 2 has not resolved a complaint satisfactorily, the parent or carer should write 
within ten School days to The Headteacher requesting a hearing before the 
Complaints Panel, who will acknowledge the letter of complaint within five School 
days.  
The Panel will not consider any new areas of complaint which have not been 
previously raised as part of the complaints procedure.  
The Panel's task is to establish the facts surrounding the complaints that have been 
made. If then the Panel consider that the complaint is made out, they will uphold the 
complaint. If the Panel consider that the complaint is not made out, they will dismiss 
the complaint. They will make these decisions on the balance of probabilities. It is 
not within the powers of the Panel to make any financial award, nor to impose 
sanctions on staff, pupils or parents. The Panel may make recommendations on 
these or any other issues to the Principal.  
A Panel of three, consisting of two independent persons (who have not been 
involved in the complaint up to that point) and one person of standing (usually a 
serving or retired Head) not connected with the management or governance of the 
School, will be convened to hear the complaint, within twenty School days. The 
School Secretary, unless s/he is the object of the complaint, will be present to act as 
clerk to the Panel. Members of the Panel will have access to all relevant 
documentation and will be able to ask the School and the parent or carer for any 
other relevant information or documentation. It is intended that the process should 
not be legalistic. Parents may be accompanied at this meeting by their daughter or 
son and by one other person (e.g. relative, friend or a relevant specialist). If possible 
the Panel will resolve the parent’s or carer’s concern without further investigation. 
Where further investigation is needed, the Panel will decide how to carry out the 
investigation. After due  
consideration of all relevant facts, the Panel will give written findings in response to 

the complaint: the findings will depend on the nature of the complaint but the Panel 

will always give a judgement whether and to what extent, if at all, the complaint is 

justified, and the Panel’s reasons; the findings may include recommendations or 

actions which the Panel requires the School to take. The findings of the panel will be 

final. A copy of the findings will be sent to the parent or carer, Principal and any 

person who is the object of the complaint by electronic mail. Where electronic mail is 

not appropriate, a copy will be given or sent in the post. 

Time Frames 

Where a complaint is received in the week prior to or during a School holiday, it will 

be deemed to have reached the School on the first full School day following its 

arrival. 

 



Confidentiality  

Parents can be assured that all concerns and complaints will be treated seriously 
and confidentially.  Correspondence, statements and records will be kept confidential 
except where the Secretary of State or a body conducting an inspection under 
Section 162A of the 2002 Act requests access to them. 
 

Monitoring and review 
 

• This policy is made available to all parents in an explanatory leaflet, so that they 
can be properly informed about the complaints process. 

 

• The Principal will keep written records of all complaints, and of meetings held in 
relation to them. 
 

• The School Secretary and the Principal examines this log and reviews the policy 
annually. 

 

• It is essential that all complaints are dealt with within 28 days. 
 

• All paperwork must be kept for at least three years. 
 

The number of complains registered under the formal procedure from January 2012 

will be recorded in the complaints policy when it is updated and made available to 

parents on request. 

Ofsted Address 

Ofsted may be contacted by writing or e-mailing or ringing:  
Ofsted Piccadily Gate, Store Street, Manchester M1 2WD  
enquiries@ofsted.gov.uk  
Telephone Number: 0300 123 1231 


