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STATEMENT OF POLICY ABOUT HOW COMPLAINTS BY OR ON BEHALF OF 

PARENTS AND OTHERS WILL BE DEALT WITH 

The difference between a concern and a complaint 

A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to be 

important for which reassurances are sought’. A complaint may be generally defined as ‘an 

expression of dissatisfaction however made, about actions taken or a lack of action’. 

It is in everyone’s interest that complaints are resolved at the earliest possible stage. Many issues 

can be resolved informally, without the need to invoke formal procedures. Schools should take 

informal concerns seriously and make every effort to resolve the matter as quickly as possible. 

There are occasions when complainants would like to raise their concerns formally. In those cases, 

the school’s formal procedure should be invoked through the stages outlined within their procedure. 

What is a complaint? 

The school considers a complaint principally to be an expression of dissatisfaction received from or 

on behalf of a parent or member of the public regarding: -  

 Action or lack of action taken by or on behalf of the school. 

 Failure by the school or its staff or contractors to respond to a reported problem. 

 The standard of service(s) provided or discrimination in their delivery. 

 The policies of the school. 
 

How to make a complaint 

A parent or member of the public can make their complaint about any provision of facilities or 

services that the school provides, unless separate statutory procedures apply (such as exclusions or 

admissions). In the first instance the complaint may be made either verbally or in writing to the Head 

Teacher. 

The school, if asked, will help anyone who would like assistance to set out their complaint including 

access to translation services where necessary. 

How are complaints dealt with? 

It is hoped that the majority of complaints can be resolved informally either by raising them verbally 
in person or on the telephone, or by putting them in writing, given or sent to the school when they 
can be discussed there and then or at a mutually agreed time and a satisfactory explanation given or 
resolution speedily implemented. 
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General Principles Regarding Any Complaint 

The following principles will apply to any complaint: 

 

• The complaint will be handled with care and sensitivity. 

• All stages of the complaints procedure will be investigatory rather than adversarial 

• Confidentiality will be respected at all times 

• Responses to any complaint will be prompt (timescales are detailed below) 

• The Complainant will be given adequate feedback and kept informed of timescales 

• The Complainant will be kept informed of the options to appeal during the process 

• Any investigation will be thorough and fair 

• Any investigation will address all the points at issue 

 

If any Governor is contacted directly by a parent regarding a complaint then that Governor will refer 

the parent to this complaints procedure. Individual Governors cannot act unilaterally by 

investigating a complaint or making any prior judgement about it. The Governor can only refer the 

parent to the class teacher, the Headteacher or the Chair of Governors as appropriate. 

 

If the complaint is one that may result in disciplinary or legal action against the Headteacher, or the 

complaint is regarding the Headteacher, then the complaint should immediately be escalated to 

Stage 2 via a letter to the Chair of Governors as described below. 

 

If at any stage of a complaint it becomes apparent that the Complainant is seeking some sort of 

financial compensation then any investigation will be halted whilst advice is sought from the Local 

Authority. 

 

If an anonymous complaint is received, or the Complainant requests anonymity, then the 

Complainant will be urged to identify themselves in the interests of fairness and of dealing 

effectively with the complaint. However if the anonymous complaint is of a sufficiently serious 

nature then the Headteacher or Chair of Governors will decide whether action is appropriate. 

If an anonymous complaint raises child protection issues then the complaint will be referred 

immediately to the Local Authority. 

The Complainant should not attempt to bypass steps in the complaints procedure. Escalation to the 

Local Authority or Secretary of State levels before the formal school procedures have been 

exhausted will result in the Complainant being referred back to the schools procedure by those 

bodies. 

 

Stage 1 (Informal) - School Level 

a) Complaint handled by the Headteacher  

If a parent feels that a concern has not been solved through discussion with the class teacher, or that 

it is of a sufficiently serious nature, then an appointment to discuss it with the Headteacher should 

be made. The parent should indicate that the appointment is regarding a complaint. 

If the Headteacher cannot resolve the complaint at the initial meeting then the school may carry out 

an investigation of the complaint. It will be the Headteacher's responsibility to decide who should 
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conduct the investigation. This may be the Headteacher or may be a senior member of staff, 

especially if there is the likelihood of a personnel issue emerging from the investigation. 

The investigation will be completed within 10 school days and a follow on meeting held with the 

parent to discuss the results of the investigation. Further meetings may be held as required if both 

parties agree that the concern may be resolved by subsequent meetings, whilst still at the informal 

level. 

The Headteacher will make written notes of any informal complaint. The notes will include details of 

the complaint, how it was dealt with, by whom and the outcome. In the event of the complaint 

proceeding to the formal stage, these notes will be made available to the Complaints Panel. 

 

If discussions between the Headteacher and the Complainant prove fruitless, and the issue cannot 

be resolved to the Complainant's satisfaction, then the Headteacher will advise the Complainant that 

they may make a formal complaint to the Governing Body, by putting the complaint in writing (using 

the Complaints Form) to the Chair of Governors within 20 school days. 

 

b) Complaint about the Headteacher  

The above procedures apply if the complaint is about the Headteacher, but the informal 

investigation will be undertaken by the Chair of Governors unless the Chair decides it is necessary to 

move straight to Stage 2. 

 

Stage 2 (Formal) – Governing Body 

When the Chair of Governors has received a formal complaint, a panel of Governors will be 

convened to hear the complaint, (minimum two Governors, ideally three Governors), and make a 

decision about it on behalf of the Governing Body. The Governors appointed to the panel will have 

had no previous involvement in the complaint. 

The primary function of the Complaints Panel is to decide on the merits or otherwise of the 

complaint. However, the panel will also play an important role in attempting to resolve the 

complaint. The panel will reach a decision on whether the complaint is upheld or rejected and may 

call for certain action to be taken by the school or the parents. 

The Complaints Panel will invite written evidence from all parties to the complaint. Any written 

evidence will be circulated to all parties prior to any meetings. The Complaints Panel will then meet 

with all parties to the complaint, formally and separately. Each party may be accompanied by a 

friend who can speak on their behalf if necessary. All parties will be given a fair opportunity to 

express their point. The procedure for each meeting will be as follows 

• Introductions will be performed by the Chair of the Complaints Panel 

• The Complainant makes a statement of their complaint and the outcome sought 

• The panel will question the Complainant 

• The Complainant may make a final statement 

The meetings will be minuted. Care will be taken in identifying a clerk. It may be appropriate for a 

member of staff such as the school secretary to act as clerk, although consideration will be given to 

the sensitivity of the particular complaint. 

The decision reached by the panel will be notified in writing to the Complainant and any subject(s) of 

the complaint. It will also be reported back to the next meeting of the full governing body. Only a 
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brief summary to the full governing body will be provided, with no detailed or named information. 

This will ensure that any further actions will not be jeopardised. 

Written replies to Complainants will aim to answer all the points of concern, be factually correct, 

avoid jargon, and tell the Complainant what to do next if they are still not satisfied. 

It may be appropriate for the nominated complaints governor to telephone the Complainant 

regarding the outcome. However this will always be followed up with a letter to make sure there is 

no misunderstanding. 

When a formal complaint is received by the Chair of Governors a letter of acknowledgement and a 

request for written evidence will be sent to the Complainant within 10 school days. 

All other parties to the complaint will receive a letter outlining the complaint and requesting written 

evidence. The letters will detail the Governors involved in the Complaints Panel and the nominated 

Chair. Any written evidence should be sent to the nominated Chair of the Complaints Panel. The 

panel will convene the complaints meetings as soon as is practically possible after the receipt of all 

written evidence, at mutually acceptable times. Following the conclusion of the complaints meetings 

with all parties, the panel will provide a written response to the complaint within 15 school days. 

N.B - Where it is not possible to respond to a complaint within the stated timescales, the 

Complainant will be informed in writing of the reason for the delay and given an anticipated 

response date. 

 

Stage 3 (Formal) – Appeal To Governing Body 

If the Complainant is not satisfied that the Complaints Panel has followed the complaints procedure 

correctly then they may appeal in writing to the Chair of Governors (using the Appeal Form). In this 

instance a new panel of Governors, (minimum two Governors, ideally three Governors), will be 

convened who have no knowledge of the complaint. 

 The appeals panel will broadly follow the procedure outlined in Stage 2 above. If, following 
the appeal, the Complainant is still dissatisfied that the complaints procedure has not been 
followed correctly they may appeal to the Local Authority (below) 
 
Corporate Director 
Children and Family Services 
Telford & Wrekin Council 
Addenbrooke House 
Ironmasters Way 
Telford    
TF3 4NT          
  

OR 

The Secretary of State 
Department for Children, Schools & Families 
Sanctuary Buildings 
Great Smith Street 
Westminster 
London   
SW1P 3BT 
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The School Complaints Unit (SCU) considers complaints relating to LA maintained schools in England 

on behalf of the Secretary of State. The SCU will look at whether the Complaints Policy and any other 

relevant statutory policies were adhered to. The SCU also looks at whether statutory policies adhere 

to education legislation. However, the SCU will not normally re-investigate the substance of the 

complaint. This remains the responsibility of schools. 

 

The SCU will not overturn a school’s decision about a complaint except in exceptional circumstances 

where it is clear the school has acted unlawfully or unreasonably. If the SCU finds that the school has 

not handled a complaint in accordance with its procedure, they may request that the complaint is 

looked at again. 

If legislative or policy breaches are found, the SCU will report them to the school and the 

complainant, and where necessary, ask for corrective action to be taken. The SCU normally also 

seeks written assurances as to future conduct. Failure to carry out remedial actions or provide 

written assurances could ultimately result in a formal Direction being issued by the Secretary of 

State in accordance with their powers under sections 496 and 497 of the Education Act 1996. 

 

Schools may wish to contact the SCU for advice on whether they have acted reasonably; for 

example: in closing down a complaint from a serial complainant before the local procedure has been 

completed. However, the SCU will not be able to advise on how to resolve the complaint. 

 

Further information can be obtained from the SCU by contacting;  

National Helpline on 0370 000 2288 

 

www.education.gov.uk/help/contactus 

 

Department for Education School Complaints Unit 

2nd Floor, Piccadilly Gate 

Store Street 

Manchester M1 2WD 

 

Monitoring of complaints 

The Governing Body will review this complaints policy on a regular basis. The Headteacher will log all 

formal complaints received by the school and will record how they were resolved. 

Governors will examine the Complaints Log on an annual basis and will consider the need for any 

changes to the procedure. 

 

  

http://www.education.gov.uk/help/contactus
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Appendix A – Roles and Responsibilities 

The Complainant 

The complainant or person who makes the complaint will receive a more effective response to the 

complaint if he/she:- 

• co-operates with the school in seeking a solution to the complaint; 

• expresses the complaint in full as early as possible; 

• responds promptly to requests for information or meetings or in agreeing the details of the 

complaint; 

• asks for assistance as needed; 

• treats all those involved in the complaint with respect. 

The Complaints Co-ordinator (or Head teacher) 

The complaints co-ordinator should:- 

• ensure that the complainant is fully updated at each stage of the procedure; 

• ensure that all people involved in the complaint procedure will be aware of the legislation around 

complaints including the Equality Act 2010, Data Protection Act 1998 and Freedom of Information 

Act 2000; 

• liaise with staff members, Head teacher, Chair of Governors and Clerk to ensure the smooth 

running of the complaints procedure; 

• keep records; 

• be aware of issues regarding:- 

- sharing third party information; 

- additional support - this may be needed by complainants when making a complaint including 

interpretation support. 

The Investigator 

The Investigator is the person involved in Stages 1 and 2 of the procedure. The Investigator’s role 

can include:- 

• providing a comprehensive, open, transparent and fair consideration of the complaint through:- 

- sensitive and thorough interviewing of the complainant to establish what has happened and 

who has been involved; 

- consideration of records and other relevant information; 

- interviewing staff and children/young people and other people relevant to the complaint; 

- analysing information;  



Page 9 of 11 

• effectively liaising with the complainant and the complaints co-ordinator as appropriate to clarify 

what the complainant feels would put things right; 

• identifying solutions and recommending courses of action to resolve problems; 

• being mindful of the timescales to respond; and 

• responding to the complainant in plain and clear language. 

The person investigating the complaint should make sure that they: 

• conduct interviews with an open mind and be prepared to persist in the questioning; 

• keep notes of interviews or arrange for an independent note taker to record minutes of the 

meeting. 

The Panel Clerk (this could be Clerk to the Governors or the Complaints Coordinator) 

The Clerk is the contact point for the complainant for the panel meeting and is expected to:- 

• set the date, time and venue of the hearing, ensuring that the dates are convenient to all parties 

and that the venue and proceedings are accessible; 

• collate any written material and send it to the parties in advance of the hearing; 

• meet and welcome the parties as they arrive at the hearing; 

• record the proceedings; 

• circulate the minutes of the panel hearing; 

• notify all parties of the panel’s decision; 

• liaise with the complaints co-ordinator. 

The Panel Chair 

The Panel Chair has a key role in ensuring that:- 

• the meeting is minuted; 

• the remit of the panel is explained to the complainant and both they and the school have the 

opportunity of putting their case without undue interruption; 

• the issues are addressed; 

• key findings of fact are made; 

• parents/carers and others who may not be used to speaking at such a hearing are put at ease – 

this is particularly important if the complainant is a child/young person; 

• the hearing is conducted in an informal manner with everyone treated with respect and courtesy;  
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• the layout of the room will set the tone – care is needed to ensure the setting is informal and not 

adversarial; 

• the panel is open-minded and acts independently; 

• no member of the panel has an external interest in the outcome of the proceedings or any 

involvement in an earlier stage of the procedure; 

• both the complainant and the school are given the opportunity to state their case and seek clarity; 

• written material is seen by everyone in attendance – if a new issue arises it would be useful to give 

everyone the opportunity to consider and comment upon it; this may require a short adjournment 

of the hearing; 

• liaise with the Clerk and complaints co-ordinator. 

Panel Member 

Panellists will need to be aware that:- 

• it is important that the review panel hearing is independent and impartial, and that it is seen to be 

so; 

No governor may sit on the panel if they have had a prior involvement in the complaint or in the 

circumstances surrounding it. 

• the aim of the hearing, which will be held in private, will always be to resolve the complaint and 

achieve reconciliation between the school and the complainant; 

However, it must be recognised that the complainant might not be satisfied with the outcome if the 

hearing does not find in their favour. It may only be possible to establish the facts and make 

recommendations which will satisfy the complainant that his or her complaint has been taken 

seriously. 

• many complainants will feel nervous and inhibited in a formal setting; 

Parents/carers often feel emotional when discussing an issue that affects their child. The panel chair 

will ensure that the proceedings are as welcoming as possible. 

• extra care needs to be taken when the complainant is a child/young person and present during all 

or part of the hearing; 

Careful consideration of the atmosphere and proceedings will ensure that the child/young person 

does not feel intimidated. The panel should respect the views of the child/young person and give 

them equal consideration to those of adults. 

If the child/young person is the complainant, the panel should ask in advance if any support is 

needed to help them present their complaint. Where the child/young person’s parent is the 

complainant, the panel should give the parent the opportunity to say which parts of the hearing, if 

any, the child/young person needs to attend.  
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The parent should be advised however that agreement might not always be possible if the parent 

wishes the child/young person to attend a part of the meeting which the panel considers not to be in 

the child/young person’s best interests. 

• The welfare of the child/young person is paramount. 


