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COMPLAINTS POLICY 

 
 
A complaint is an expression of significant dissatisfaction by a 
parent/guardian about any aspect of their child’s education, this includes the 
practices or policies of the school, the conduct of members of the school 
community and about the quality of teaching. 
 
It is important to remember that not all expressions of concern constitute a 
complaint. Problems and expressions of concern should be dealt with as far 
as is possible, at the point of first contact. This would usually be the Key 
Person Team, however in the case of a serious matter please see the 
Headteacher immediately. If the complaint cannot be resolved by the class 
teacher, the matter will be referred to senior staff. A concern relating to the  
Curriculum or some aspect of school policy should be expressed directly to 
the Headteacher. 
 
 
Responsibilities 
 
 
The Headteacher is responsible for investigating complaints if not resolved 
by the Key Person Team although this might be by referring complaints to 
other appropriate members of staff.  
 
 
The Governing Body may be called upon to consider, resolve and/or 
adjudicate if complaints are referred to them by the Headteacher or by a 
complainant who is not satisfied with the result of the informal process. 
 
 
If a complaint is not resolved at school level the interested parties have 
recourse to the LEA  Director of Education or to the legal process. 
 
 
In the event of a complaint being made to a member of the Governing Body, 
the complainant should be advised to speak to the Headteacher, so that an 
attempt can be made to resolve the matter informally. Governors must not 
prejudice themselves by giving any view or opinion on the complaint as this 
would prevent their participation in a panel at a later stage and may make it 
more difficult for the Headteacher to resolve the complaint. If at any point it 
appears that there are issues regarding school staff, which may need to be 
dealt with under the disciplinary or other staffing procedures, personnel 
advice should be sought. 
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Possible Outcomes at Informal Stage: 
 

i) resolution of matter 
ii) the complaint is found by the Headteacher to be valid who would 

take appropriate action. 
iii) if the matter cannot be resolved the Headteacher or the 

complainant will refer the matter to the Governing Body for their 
consideration. 

 
The Formal Procedure 
 
     If informal attempts to settle the complaint have failed to satisfy the 
complainant, s/he should set out the complaint fully in writing and submit 
this to the Chair of Governors via the school. Where this is not possible 
because of literacy or second language considerations, arrangements will 
be made for the complaint to be written down using an interpreter or other 
adult as appropriate. 
 
     The Chair or Vice Chair or clerk will acknowledge the receipt of this 
written complaint. A copy of this policy will accompany the 
acknowledgement. 
 
     The Governing Body will arrange for the complaint to be heard by a 
panel of three governors who have no direct interest or prior involvement in 
the case. 
 
     At least five days notice of the hearing will be given to all parties who 
may, if they wish, be accompanied by a friend or representative. 
 
     The Headteacher (or Chair of Governors if the complaint is against the 
Headteacher) will explain what has been done to resolve the complaint and 
the outcome of any investigation. Then:- 

 The complainant will present their case and call any relevant 
witnesses 

o The panel and Headteacher will have an opportunity to 
question the complainant and witnesses 

o The Headteacher will have the opportunity to respond to the 
complainant and call witnesses if appropriate 

 The panel and the complainant (at the discretion of the Chair) will 
have the opportunity to question the Headteacher and witnesses 

 The Headteacher and the complainant will summarise their positions 

 All but the members of the panel will withdraw while the panel reach 
their decision. 

 
The panel’s decision will be conveyed in writing to the Headteacher and 
complainant giving an explanation of their conclusions. This will be done 
within a maximum of five working days of the panel’s meeting. 
 
If the complainant is not satisfied by the outcome of the Governing Body 
Panel investigation they can write to the Director of Education of the LEA 
with copies of relevant correspondence. The LEA will look into the matter 
and give a written reply. 
 
  


