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Introduction 

  

We believe that our school provides a good education for all our children, 

and that the Headteacher and other staff work very hard to build positive 

relationships with all parent(s)/carer(s).  However, the school is obliged to 

have procedures in place in case there are complaints by 

parent(s)/carer(s).  

  

The following policy sets out the procedure that the school follows in such 

cases.  

  

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 child above all other issues.  We provide sufficient opportunity for any 

complaint to be fully discussed, and then resolved 

 

It goes without saying that we hope you do not have any reason to 

complain about our school. However, we accept that sometimes you will 

have a concern or you may have reason to make a complaint. In order to 

ensure that any concerns or complaints are dealt with promptly and 

effectively, we have a very clear process that you are required to follow. 

 

SCHOOL COMPLAINTS PROCEDURE 

This policy is based upon the DfE document “Best Practice Advice for 

School Complaints Procedures 2019”. The law requires schools and 

nurseries to have a publicised procedure. 

 

Any person, including members of the general public, may make a 

complaint about any provision of facilities or services that a school 

provides, unless separate statutory procedures apply (such as exclusions or 

admissions). This includes complaints from parents/carers of SEND and 

Looked after children. 
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The Four Stage Complaints Procedure 

  

Stage 1a – Talk to the Class Teacher (informal)  

First of all make an appointment to see the class teacher. The class teacher 

will know your child well and may already know the details of any incident 

about which you may have a concern. Please do not try to see the teacher 

during the school day when lessons are occurring. 

  

It is hoped that you can reach an agreement that satisfies you but on some 

occasions the concern raised may require investigation, or discussion with 

others, in which case the complainant should allow at least 5 days for a 

response. The majority of concerns are dealt with in this way, however, if 

this is not the case, please see Stage 1b. 

  

Stage 1b – Meet the Phase Leader  (informal) 

Please contact the school office to arrange to meet with a senior member of 

staff who will investigate the complaint and reply within 5 working school 

days. If you are not happy with the outcome at this stage, please see Stage 

2. 

  

Stage 2 - Complaint goes to  Head Teacher (Formal) 

If the complainant is dissatisfied with the response from the member of 

staff at Stage 1 they should be advised to put their complaint in writing 

using the Formal Complaint Proforma to the Head Teacher who will deal 

with it formally at Stage 2. The Headteacher will only deal with a 

complaint at Stage 2 once it has been through Stage 1. Where the Head 

Teacher is the subject of the complaint, the complainant should be advised 

to address it to the Chair of Governors. If the complaint is being dealt with 

by the Chair of Governors this will bypass Stage 2 and go to Stage 3 of the 

formal procedure and be heard by the Chair of Governors. The complainant 

must ensure that they include details of why they are still dissatisfied and 

what action they would like taken in order to resolve the complaint. They 

can also attach any evidence to support their concerns. 

  

The Head Teacher must acknowledge the complaint within 5 days by 

writing to the complainant. The acknowledgement should state that a 

further communication will follow within 20 school days that will set out 



Last updated 12th July 2019 
 

the actions taken to investigate the complaint and the findings. 

  

The Head Teacher can delegate another senior member of staff to carry out 

the investigation and report their findings to them. The Head Teacher will 

then reach a conclusion based on the investigation. All notes relating to the 

investigation should be kept on file. The investigating officer may feel it 

necessary to meet with the complainant. If this happens, then notes should 

be taken at this meeting. 

  

The investigating officer will then compile a report detailing their findings. 

Any recommendations or actions proposed must be considered by the 

Head Teacher. 

  

Once satisfied that the investigation has been concluded and a decision has 

been reached, Head Teacher must notify the complainant in writing of the 

conclusion and any actions that will be taken as a result. The decision can 

be communicated by the Head Teacher to the complainant in writing or, if 

they may feel it appropriate, meet with them first to communicate their 

findings and then confirm in writing afterwards. 

  

Stage 3 – Formal (if not resolved at Stage 2) 

 

If the complainant is dissatisfied with the outcome at Stage 2 and wishes to 

take the matter further, they can escalate the complaint to Stage 3 – a 

meeting with members of the governing body’s complaints committee, 

which will be formed of the first three, impartial, governors available. 

This is the final stage of the complaints procedure. 

A request to escalate to Stage 3 must be made to the Clerk, via the school 

office, within 5 school days of receipt of the Stage 2 response.  

The Clerk will record the date the complaint is received and acknowledge 

receipt of the complaint in writing (either by letter or email) within 5 

school days. 

Requests received outside of this time frame will only be considered if 

exceptional circumstances apply. 
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The Clerk will write to the complainant to inform them of the date of the 

meeting. They will aim to convene a meeting within 10 school days of 

receipt of the Stage 3 request. If this is not possible, the Clerk will provide 

an anticipated date and keep the complainant informed.  

If the complainant rejects the offer of three proposed dates, without good 

reason, the Clerk will decide when to hold the meeting. It will then proceed 

in the complainant’s absence on the basis of written submissions from both 

parties. 

The complaints committee will consist of at least three governors with no 

prior involvement or knowledge of the complaint. Prior to the meeting, 

they will decide amongst themselves who will act as the Chair of the 

Complaints Committee. If there are fewer than three governors from 

Redbridge primary School available, the Clerk will source any additional, 

independent governors through another local school or through their LA’s 

Governor Services team, in order to make up the committee. Alternatively, 

an entirely independent committee may be convened to hear the complaint 

at Stage 3. 

The committee will decide whether to deal with the complaint by inviting 

parties to a meeting or through written representations, but in making 

their decision they will be sensitive to the complainant’s needs.  

If the complainant is invited to attend the meeting, they may bring 

someone along to provide support. This can be a relative or friend. 

Generally, we do not encourage either party to bring legal representatives 

to the committee meeting. However, there may be occasions when legal 

representation is appropriate.  

For instance, if a school employee is called as a witness in a complaint 

meeting, they may wish to be supported by union and/or legal 

representation.  

Note: Complaints about staff conduct will not generally be handled under this 

complaints procedure. Complainants will be advised that any staff conduct 

complaints will be considered under staff disciplinary procedures, if 

appropriate, but outcomes will not be shared with them.  

Representatives from the media are not permitted to attend. 
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At least 5 school days before the meeting, the Clerk will: 

• Confirm and notify the complainant of the date, time and venue of the 

meeting, ensuring that, if the complainant is invited, the dates are 

convenient to all parties and that the venue and proceedings are 

accessible 

• Request copies of any further written material to be submitted to the 

committee at least 5 school days before the meeting. 

Any written material will be circulated to all parties at least 3 school days 

before the date of the meeting. The committee will not normally accept, as 

evidence, recordings of conversations that were obtained covertly and 

without the informed consent of all parties being recorded.  

The committee will also not review any new complaints at this stage or 

consider evidence unrelated to the initial complaint to be included. New 

complaints must be dealt with from Stage 1 of the procedure. 

The meeting will be held in private. Electronic recordings of meetings or 

conversations are not normally permitted unless a complainant’s own 

disability or special needs require it. Prior knowledge and consent of all 

parties attending must be sought before meetings or conversations take 

place. Consent will be recorded in any minutes taken. 

The committee will consider the complaint and all the evidence presented. 

The committee can: 

 Uphold the complaint in whole or in part 

 Dismiss the complaint in whole or in part. 

If the complaint is upheld in whole or in part, the committee will: 

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

 Where appropriate, recommend changes to the school’s systems or 

procedures to prevent similar issues in the future. 

The Chair of the Committee will provide the complainant and Redbridge 

Primary School with a full explanation of their decision and the reason(s) 

for it, in writing, within 10 school days.  

The letter to the complainant will include details of how to contact the 
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Department for Education if they are dissatisfied with the way their 

complaint has been handled by Redbridge Primary School.  

If the complaint is: 

 Jointly about the Chair and Vice Chair or 

 The entire governing body or 

 The majority of the governing body 

Stage 4 will be heard by a committee of independent, co-opted 

governors. 

The response will detail any actions taken to investigate the complaint and 

provide a full explanation of the decision made and the reason(s) for it. 

Where appropriate, it will include details of actions Redbridge Primary 

School will take to resolve the complaint.   

The response will also advise the complainant of how to escalate their 

complaint should they remain dissatisfied. 

 

Next Steps 

If the complainant believes the school did not handle their complaint in 

accordance with the published complaints procedure or they acted 

unlawfully or unreasonably in the exercise of their duties under education 

law, they can contact the Department for Education after they have 

completed Stage 2.   

The Department for Education will not normally reinvestigate the 

substance of complaints or overturn any decisions made by Redbridge 

Primary School. They will consider whether Redbridge Primary School has 

adhered to education legislation and any statutory policies connected with 

the complaint.  

The complainant can refer their complaint to the Department for Education 

online at: www.education.gov.uk/contactus, by telephone on: 0370 000 

2288 or by writing to: 

http://www.education.gov.uk/contactus
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The School Complaints Unit (SCU) 
 Department of Education 2nd Floor,  
Piccadilly Gate  
Manchester  
M1 2WD 
 
Serial or persistent complaints:  
  
This is defined as the manifestly unjustified, inappropriate or 
improper use of a formal procedure. The criteria applied to define 
this will be:  

 All reasonable steps have been taken to address matters  
 A clear statement has been provided of the school’s position  
 The school is being repeatedly contacted with the same points 

being raised  
 The school has reasonable grounds for believing the intention is 

to cause inconvenience  
 Communications are aggressive in tone or content. Abusive, 

derogatory and or threatening comments are made.  

  
Should a complainant continue to make contact on the same issue, the 
chair of governors has the power to inform them that the process is 
complete and the matter is closed 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Complaint Form (Stage Two) 

Please complete this form and return it to Head Teacher, who will acknowledge its 
receipt and inform you of the next stage in the procedure.  
 
Your name:  
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Relationship with school [e.g. parent of a pupil on the school’s roll]:  
  
Pupil’s name [if relevant to your complaint]:  
  
Your Address:  
 
 
Daytime telephone number:  
 
Evening telephone number:  
 
Please give concise details of your complaint, [including dates, names of witnesses 
etc…], to allow the matter to be fully investigated (you may continue on separate paper, 
or attach additional documents, if you wish):  
 
 
 
 
 
Number of Additional pages attached =  
 
What action, if any, have you already taken to try to resolve your complaint? [i.e. who 
have you spoken with or written to and what was the outcome?]  
 
 
 
 
What actions do you feel might resolve the problem at this stage?  
 
 
 
Signature:                                                                                         Date:  
 
_______________________________________________________________________ 

School use: 
Date Form received:  
 
Received by:  
 
Date acknowledgement sent:  
 
Acknowledgement sent by:  
 
Complaint referred to:  
 

Complaint Review Request Form (Stage Three) 
 
Please complete this form and return it to Clerk to the Board of Governors via the school 
office, who will acknowledge its receipt and inform you of the next stage in the 
procedure.  
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Your name:   
Your Address:  
 
Daytime telephone number:   
Evening telephone number:  
 
Dear Madam,  
I submitted a formal complaint to the school on ………………………………………… and am 
dissatisfied by the procedure that has been followed. My complaint was submitted  
 
to ………………………………………………………………….and I received a response from 
 
 ………………………………………. …………..on ………….. ………………….. I have attached copies of 
my formal complaint and of the response[s] from the school. I am dissatisfied with the 
way in which the procedure was carried out, because:  
 
 
 
 
 
You may continue on separate paper, or attach additional documents, if you wish.  
Number of Additional pages attached =  
 
What actions do you feel might resolve the problem at this stage?  
 
Signature:                                                                             Date:  
 

School use: 
 
Date Form received:  
 
Received by:  
 
Date acknowledgement sent:  
 
Acknowledgement sent by:  
 
Request referred to:  
 
Date:  
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