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COMPLAINTS POLICY AND PROCEDURE 
 
Glossary 

A complaint is defined as any observation, doubt, worry, concern or objection considered to 
be important, communicated to the school relating to the school’s provision of any service or 
facility and for which reassurances are sought.  

The Governing Body is defined in the Instrument of Governance and Governing Body 
Standing Orders.  

Response targets are expressed as School Days and refer to Monday to Friday inclusive, 
during term time only. 

1. Purpose:  

The school has a statutory duty to have a procedure in place to deal with complaints. Any 
person, including members of the general public, may make a complaint about any provision 
of facilities or services by the school unless separate statutory procedures apply (see 
Section 2). The school takes all complaints seriously and makes every attempt to resolve 
matters fully.  

A complaint may be made in person, by telephone, or in writing (including e-mail). The 
complainant should explain their complaint and what they think might resolve the issue. The 
procedure is limited to matters which can reasonably be investigated. Complaints should be 
made as soon as possible after an incident arises and should relate to matters which have 
occurred in the preceding twelve months.  

The school wishes to meet the needs of pupils, parents, staff and other stakeholders. The 
Governing Body believes feedback is an important ingredient in self-evaluation and raising 
standards. All complaints will be considered seriously. 

2. Applicability:  

The policy applies to complaints relating to the schooling of children, the standard of 
education and care provided, and the school’s operational arrangements.  

2.1 This policy is not appropriate for allegations of abuse, staff grievances, complaints about 
the actions of a governor or other parent.  

2.2. Any allegation of abuse will be dealt with as outlined in our Safeguarding and Child 
Protection Policies.  

2.3 Staff grievances will be dealt with under the Grievance Procedure. 

2.4 Complaints about the actions of a governor will be dealt with by reference to the West 
Berkshire Governors Code of Conduct. In the first instance the matter should be raised with 
the Chair of the Governing Body. 

2.5 Complaints about the actions of another parent should be reported to the Headteacher 
who will investigate whether the school can take any action. 

3. Underlying principles:  

The procedure is designed to encourage the resolution of complaints by informal means 
wherever possible. Staff will make every effort to resolve issues on the spot. Formal 
procedures will only be invoked when initial attempts at resolution are unsuccessful and the 
complainant remains dissatisfied and wishes to take the matter further. 

3.1 In the first instance the complaint should be raised with a relevant staff member. If the 

complainant would have difficulty with a particular member of staff, or the complaint refers to 
a staff member, the complaint can be raised with another staff member or the Headteacher. 
The ability to consider the complaint objectively and impartially is crucial. Where the 
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complaint concerns the Headteacher, the complainant should be referred to the Chair of the 
Governing Body. Where the first approach is to a Governor the complainant will be referred 
to the appropriate person and advised of the procedure. If the issue is not resolved at this 
informal stage, the school will respond in writing within five school days with a brief summary 
of the complaint and a response. 

3.2 The process is intended to be simple, impartial, non-adversarial and easily accessible. It 
should allow swift handling within established time limits, and ensure a full and fair 
investigation. It should respect confidentiality, address all points at issue and provide an 
effective response and appropriate redress where necessary. Finally any findings should 
inform School Senior Management in order that improvements can be made. 

3.3 Individual complaints will not be heard by the Governing Body prior to resolution as this 
could compromise the impartiality of any panel required for appeals or disciplinary hearings. 
Therefore it is not appropriate for the details of a complaint to be shared amongst the 
Governing Body. 

4. Publicising the policy:  

The policy will be publicised to all stakeholders through the School Prospectus, information 
given to new parents, school bulletins and newsletters, the school website, and by notices in 
public areas of the school. Copies of complaint forms and of the policy are available from the 
School Office. 

5. Resolving Complaints:  

Successful resolution of the complaint is the priority at each stage. Complainants will be 
encouraged to state what actions they feel might resolve the issue. If appropriate one or 
more of the following may be offered: an apology, an explanation, an admission that things 
could have been handled differently, an assurance of non-recurrence, an explanation of 
steps taken to prevent recurrence, and an undertaking to review school policies in the light of 
the complaint. 

6. Investigating Complaints:  

At each stage the person(s) investigating the complaint will make reasonable efforts to 
establish what has happened and who is involved. They will contact the complainant and 
clarify the nature of the complaint, what remains unresolved, and what actions the 
complainant feels would put things right. They will interview those involved, allowing them to 
be accompanied if they wish, conducting the interview with an open mind and being 
prepared to persist in questioning. They will keep notes of any interview or meeting, and 
communicate with the complainant regarding that progress of discussions and agreements 
reached. 

7. Record Keeping:  

All complaints will be responded to in writing and copies will be retained with other school 
documentation for reference. A summary of action taken and final outcomes will be included 
in the Headteacher’s termly report to the Governing Body. Only complaints relating to the 
schooling of a specific child would fall within the child’s files. Records of other issues will be 
filed separately in a secure location and be retained for a period of seven years. 

8. Monitoring:  

The Governing Body will monitor the level and nature of complaints annually to verify the 
effectiveness of procedures and make any necessary changes. Summary information 
shared in this way will not name individuals. This monitoring will assist in evaluating 
performance and contributing to improvement. 

9 Legal action:  



3 
 

If at any stage of this procedure the complainant starts legal action in relation to the matters 
under consideration, the procedure will automatically cease and all further correspondence 
will be with the school’s legal representatives. 

10. Procedure:  

The procedure is divided into three stages – Formal Complaint, Governing Body Review and 
Further Action. A dissatisfied complainant may continue to the next stage by giving written 
notice within 15 school days explaining why they consider the response received to be 
unsatisfactory. 

10.1 Stage 1 (Formal Complaint) A written request should be made to the Headteacher or if 
the complaint concerns the Headteacher, to the Chair of the Governing Body by letter 
addressed to the school. The Chair of the Governing Body will discuss the complaint with the 
Headteacher. In either case the school will respond in writing within 15 school days. 

10.2 Stage 2: (Governing Body Review) If still not resolved the complainant may write to the 
Chair of the Governing Body within 15 school days giving details of the complaint, explaining 
why they are requesting a review and why they consider the response to be unsatisfactory. 
The Chair of the Governing Body, or other nominated Governor, will acknowledge the 
complaint within five school days and convene a Governing Body Complaints Panel. The 
panel shall not include the Headteacher, staff governors or any governor who has already 
considered the matter.  

10.3 Remit of Panel: The panel will, convene within fifteen school days of the receipt of the 
complaint and investigate promptly and impartially. The panel will determine the method of 
investigation depending on the nature of the complaint. Panel members should be impartial, 
without conflict of interest, and not have been involved in preceding stages. The panel can 
uphold or dismiss the complaint in whole or part, decide on action to be taken and 
recommend changes to systems, policies or procedures to prevent recurrence. The 
complainant will receive a written explanation of the outcome and action taken within five 
school days of the Governing Body Complaints Panel meeting. 

10.4 Independent Panel: If the Governing Body is aware of the substance of a complaint 
before the final stage is completed the Governing Body may at its sole discretion arrange for 
an independent panel. Complainants also have the right to request an independent panel if 
they believe there is likely to be bias in the proceedings. The Governing Body will consider 
such a request but ultimately the decision remains with the Governing Body. 

10.5 Stage 3: (Further Action) If the complainant remains dissatisfied when all prior stages 
have been completed, they have the right to refer their complaint to the Secretary of State 
who has a duty to consider all complaints raised but who will only intervene where the 
Governing Body has acted unlawfully or unreasonably and where it is expedient or practical 
to do so.  

The School Complaints Unit (SCU) considers complaints relating to Local Authority 
maintained schools in England on behalf of the Secretary of State and will only overturn a 
school’s decision about a complaint in exceptional circumstances. Further information can 
be obtained by calling the National Helpline (03700002288), online at 
www.education.gov.uk/help/contactus, or by writing to the Department for Education School 
Complaints Unit, 2nd Floor, Piccadilly Gate, Store Street, Manchester M1 2WD. 
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