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Complaints Procedure 
 

Rationale 
The Education Act 2002 requires Governing Bodies to have procedures to deal with complaints not covered by 
other existing statutory requirements and to publicise these procedures. It is important to distinguish between a 
concern and a complaint. We aim to deal with concerns quickly at an informal stage and without the need to then 
proceed to a more formal stage. However there may be times that the initial attempts to resolve the issue are 
unsuccessful and the person raising the concern remains dissatisfied and wishes to take the matter further. 
Formal procedures will then need to be begun. 
 
The school’s complaint’s coordinator is the Headteacher. 
 
This Policy does not cover complaints about issues for which there are specific statutory regulations and LA 
appeal mechanisms, namely: 

 the Local Authority’s decisions on Special Educational Needs. 

 assessments and school placements 

 school admissions and transfer 

 exclusions 

 employment 
Similarly, more specific procedures apply to staff disciplinary issues; financial impropriety or other criminal 
activities and alleged child abuse. 
 
Objectives 
Governors and staff at Froxfield Primary and Pre-School recognise that things can sometimes go wrong. We are 
committed to resolving concerns as quickly and effectively as possible. This Procedure aims to: 
1. Strengthen parental confidence and relationships between parents, the school and the wider 
community. 
2. Respond to all concerns and complaints in an open and consistent manner. 
3. Resolve concerns through informal discussions at the earliest stage. 
4. Prevent concerns from developing into major complaints or litigation. 
5. Be speedy, with well-defined time-scales and named contacts. 
6. Focus on resolution and service review rather than blame. 
7. Be accessible to people with disabilities, special needs or language barriers 
8. Promote confidentiality and discretion. 
9. Include fair and transparent investigative processes for staff as well as complainants. 
10. Indicate other sources of advice, for example Citizens Advice Bureau, parent/partnership services, 
the Advisory Centre for Education and the Local Authority Complaints Adviser. 
11. Be forthright in dealing with vexatious, abusive, malicious and anonymous complainants. 



 
 
 
 

Strategies for Implementation 
It is intended that the following stages are sequential. It would not normally be appropriate for any stage to be omitted. A flow 
chart of the procedure can be found in Appendix 1. 
 

AN INFORMAL APPROACH 

 

1. The Preliminary Stage 
 We place great emphasis on this informal approach to achieve a satisfactory 

resolution for all parties at the earliest opportunity. Effective communication systems and 
concern-handling strategies will help in this. 

 We encourage parents to speak informally with an appropriate member of staff as soon as they 
have a concern. Depending on the nature of the concern, the first point of contact will normally 
be the nursery manager or Headteacher. 

 If the concern is about the Headteacher, we encourage parents in the first instance to discuss 
their concerns with the Headteacher. However, depending on the circumstances, they may wish 
to approach the Chair of Governors. 

 Most concerns will be dealt with informally to everyone’s satisfaction but, failing this, parents 
may wish to initiate a formal complaint. 

 

THE FORMAL PROCESS 

 

Stage 1: Complaining to the Headteacher 
 If an informal approach has not satisfactorily resolved a concern, parents should write to the 

Headteacher, giving details of the concern and enclosing any appropriate paperwork. 

 Depending on the nature of the concern, the Headteacher will respond to the parent in writing as soon as possible. Our 
standard practice will be to acknowledge any complaint, or offer a full response, within five school days of receipt. 

 The Headteacher will summarise the complaint on an in-house complaints form. (see Appendix 2) 

 If the complaint requires an in-depth investigation, the Headteacher will acknowledge this and let the complainant know 
that a full response will take longer than usual. Our standard practice will be to investigate the complaint and prepare a 
response within 20 school days of receipt. 

 In order to prevent any misunderstandings and ensure that all parties have a clear record of 
progress and/or agreements, the Headteacher will, following any meeting with parents, summarise the main points in a 
follow up letter. 

 If a parent remains dissatisfied, the Headteacher will decide when to give a final response and 
refer the parent to Stage 2 of the complaints process.  

 It is particularly helpful to establish the desired outcomes of a complaint at an early stage. 
Responses might include: an apology; a review of a decision; an explanation; an assurance that 
an incident will not be repeated; a meeting with a member of staff; or an official investigation. 

 

Stage 2: Complaining to the Chair of Governors and heard by Governing Body Complaint Panel 
 The Chair of Governors will respond within five days of receipt of the complaint received in writing and describe 

Governors’ powers relating to complaints and remind complainants not to write to other governors, explaining that it 
would make it difficult to set up a Panel of Governors who have had no prior involvement in the case. 

 This stage offers an opportunity for achieving conciliation between all parties. Informal discussions between the Chair of 
Governors and the Headteacher will be key to resolving the complaint and agreeing a way forward. This should prevent 
any further escalation of the disagreement. 

 The Chair of Governors will decide who is responsible for dealing with the issues involved and what powers are, 
therefore, available to Governors in respect of the particular complaint. In reaching this decision, the Chair of Governors 
will determine to what extent the issues relate to responsibilities that: 

(a) are delegated to the Headteacher by the Governing Body; or 
(b) fall within the Governing Body’s remit only; or 
 
 
 
 
 
 



 
 
 
 
(c) are within the Headteacher’s Terms and Conditions of Employment and relate to the internal organisation, management 
and control of the school. If the matter relates to the Headteacher’s conduct, the Chair of Governors or nominated governor 
will decide whether the matter should be dealt with through the Complaints Procedure or Staff Disciplinary Procedure. Advice 
may be sought from the Local Authority Complaints Adviser, and/or Education Personnel Services. 
 
If following initial discussions the complainant wishes to pursue the complaint, the Chair of Governors will convene a GB 
complaints panel in line with the agreed procedures of the FGB. 
 

Stage 3: Governing Body Complaints Panel: 
 
Full details of the Governing Body Complaints Panel process can be found in Appendix 3. 

 The Complaints Panel will consist of three Governors with no prior involvement in the matter and 
the Chair will be designated before the meeting. The meeting will be held in an informal 
atmosphere, but will follow a formal agenda  

 The Complaints panels will always be clerked. 

 The Clerk will inform the complainant in writing of the Panel’s decision, preferably within two 
school days following the meeting. The letter will include: 

 a summary of the issues 

 an outline of the main points of the discussion 

 the reasons for the decision 

 proposed actions or outcomes 

 The Panel’s letter may suggest that the parents meet the Headteacher again to agree a way 
forward. 

 For general complaints, this is the final stage of the School’s Complaints Procedure. If a parent 
believes that the Headteacher’s and Governors’ actions have been unreasonable, or that the 
correct process has not be adhered to, the only recourse is to the Secretary of State. Where 
parents remain dissatisfied, they will be advised to seek advice from the Local Authority’s 
Complaints Adviser. 
 

2. Complaints to the Secretary of State 
 
 If a parent wishes to pursue a complaint because they feel the School has acted unreasonably, 

they can write to the Secretary of State. 

 The Secretary of State will contact the Governing Body and the Local Authority for more detailed information. The 
Secretary of State has the power to direct the School to revise an action using the same criteria as applied by the 
Governors. 
 

At any stage within the process, if the headteacher, or Chair of Governors, receives no correspondence from the complainant 
for a period of 14 days, the school will consider the case to be closed. 
 

3. Vexatious Complaints 
 
In rare circumstances, a complainant might, having exhausted the Complaints Procedure, persist with the complaint. 
Complaints become vexatious when they are: 

 repeatedly and obsessively pursued; or 

 unreasonable or seeking unrealistic outcomes; or 

 reasonable, but pursued in an unreasonable manner. 

 Governors may need to decide whether all future contacts should be: 

 directed to, and only be dealt with by, a named individual. 

 restricted, for example, to letter only. 
If a conclusion has been reached about a complaint, but a complainant continues to pursue it, 
the School may wish to consider writing: 

 to re-iterate that the matter is concluded and that there will be no further correspondence; 

 to say that, if correspondence continues, it will be read and filed but will receive no 
 
 
 



acknowledgement; or 

 to give a short response referring to previous documents that have already dealt with the 
matter 

 

4. Abusive Complaints 
 
 Verbal aggression can be as intimidating as physical aggression. All parties have a right to be 
treated courteously and with respect. If staff feel threatened, they should report their fears to 
the Headteacher, who will consider: 

 writing to the complainant requesting that the behaviour cease; 

 setting restrictions for further contact with staff; and/or 

 reporting the incident to the police. 
Consideration will be given to filing a Violent Incident Report form and seeking advice from the Local Authority. 

 If a telephone caller becomes aggressive or offensive, the person taking the call should explain that they will end the call 
if the behaviour persists. If they need to hang up, they should record this action and any further incidence. Repeated 
abusive or aggressive contacts can be considered as harassment and the Headteacher will consider reporting them to 
the police. The Headteacher may seek further advice from Legal Services in the Chief Executive’s Department. 

 

5. Anonymous Complaints 
 
 The School will not respond to anonymous complaints. Nonetheless, the Headteacher and/or 
Chair of Governors will consider whether: 

 the issue and the fear of identification are genuine 

 the issue is one of Child Protection. 
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Appendix 3 – Complaints Form 
 

Name of complainant: 
 

 

Contact details: 
 
 
 
 
 
 

Address: 
 
 
 

Telephone: 

Email: 

Outline of your complaint: 
 
 
 
 
 

 
 
 
 
 

 
 

Are you enclosing any documentary 
evidence? Is so, please briefly 
explain what it is. 
 
 
 

 
 
 
 
 
 

 

Have you discussed the matter with 
a member of staff? If so, who? 
What was the outcome? 
 
 
 

 
 
 
 
 
 
 

What would you like to happen as a 
result of your complaint? 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

Signature: 
 
 

 

Date: 
 

 

 

 

 

 

 

 

 



For school use: 

 

Date received: 
 
 

 

Date acknowledged and by whom: 
 
 

 

Summary of action taken: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 



 

 

Appendix 3 – details of Stage 3: Governing Body Complaints Panel 

Remit of the panel: the complaints panel can: 

 dismiss the complaint in whole or in part; 

 uphold the complaint in whole or in part; 

 decide on the appropriate action to be taken to resolve the complaint 

 recommend changes to the school's systems or procedures to ensure problems of a similar nature do not recur. 
 
It may: 
 

 Consider and, if appropriate, criticise the way in which an operational decision was communicated — but cannot overturn the 
decision itself 

 Consider the thoroughness with which the Headteacher investigated a complaint about a member of staff — but cannot expect 
the Headteacher to provide details about confidential discussions with that staff member. 

 Consider the manner in which a complaint about any decision was addressed and ask for the decision to be reviewed — but 
cannot expect the Headteacher to have changed the decision 

 Consider and, if appropriate, identify limitations in a policy or procedures —but cannot make changes to the policy. (It can, 
however, recommend that the policy be reviewed by the governing board to ensure that problems of a similar nature do not recur, and 
individual panel members can subsequently play their part in improving the policy.) 

 Consider whether it should recommend that the governing board offer appropriate redress 
 

Format of a Panel Hearing 

 

1. Complainant and Headteacher will enter the room where the hearing is taking place together. 

2. The chair will introduce the panel members and the clerk and outline the process. 

3. The complainant is invited to explain the complaint, 

4. The Headteacher may question the complainant 

5. The panel will question the complainant 

6. The Headteacher is then invited to explain the school's actions 

7. The complainant may question the Headteacher 

8. The panel will question the Headteacher 

9. The complainant is then invited to sum up their complaint. 

10. The Headteacher is then invited to sum up the school's actions and response to the complaint. 

11. The chair explains that both parties will hear from the panel within five working days. 

12. Both parties leave together while the panel decides on the issues. 

13. The clerk will remain with the panel to clarify any issues 
 
 

Notes 
The hearing should be made as unintimidating as possible to all parties. 
The panel may ask questions at any point. Panel members must find ways to ask probing questions while maintaining impartiality. 
The Headteacher must have no contact with members of the governors' complaints panel except when the complainant is present to 
preserve the principle of neutrality. This means that Headteacher and complainant enter and leave the room where the hearing is held 
together. 

The chair of the panel should discourage the introduction of fresh documentary evidence at the hearing — there should be every 
encouragement to produce the evidence in advance so that both sides have time to study it. However, if new and relevant evidence is accepted by 
the chair, the chair will adjourn the hearing for a few minutes to allow everyone to read the document. Both parties must leave the hearing room 
during the adjournment. 

 

 



 

Writing the decision letter 

The clerk should ensure that s/he has clear wording stating the panel decision about each of the issues that the panel considered 
before the panel is allowed to finish. The clerk will use that wording to draft the decision letter. This should be sent to all members of 
the panel for checking. Once approved by all three panel members, it should be sent to the complainant with a copy to the Headteacher. 

The letter should clearly express how seriously the panel considered the complaint. 

The clerk should be careful that the letter sticks to the facts and gives no hint of partiality. 

The clerk should ensure that the letter reaches the complainant and the Headteacher by the deadline stated in your policy and/or in a 
statement by the chair at the end of the hearing — usually five working days. 

 
 

 


