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Purpose 

The school aims to meet the needs of pupils, parents and other 

interested parties, such as staff, members of the local community and 

the Local Education Authority.  We also have a legal duty to educate 
and safeguard the children.  Feedback helps us to raise standards and 

improve our performance. 

Anyone who has a concern, whether adult or child, should feel able to 

raise issues and be confident that they will be considered seriously. 

How to proceed if you have a complaint 

In the first instance, anyone with a concern should raise it with a 
suitable member of staff.  For example, a parent or child should talk to 

their class teacher.  A member of staff or a member of the local 
community should discuss it with the Head Teacher.  At this stage the 

issue may be resolved amicably and informally. 

An allegation which concerns a breach of the law, or issues relating to 

child protection, cannot be resolved informally.  See also the 
Allegations Against Staff policy. 

If you believe that the school is not complying with its legal 

requirements in respect of a pupil’s education, the Local Education 
Authority (or OFSTED) should be able to advise you. 

A child should always be accompanied by a parent or another adult 
when making a complaint, but all complainants have the right to be 

accompanied. 

If the problem has not been resolved informally, you may make a 

written complaint to the Head Teacher.  You will receive 
acknowledgement of your complaint within three days, and within ten 

working days you will receive a written explanation of any action 
taken. 
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If you are not satisfied with the action taken by the Head Teacher, you 
may complain in writing to the Chair of Governors.  You will receive a 

letter from the Chair of Governors within ten workings days, explaining 

the action taken. 

If your complaint is against the Head Teacher you may wish to contact 

the Chair of Governors first. 

If you are not satisfied with the decision of the Chair of Governors, you 

must write to the Governing Body via the Clerk to the Governors.  
Within ten working days of receiving the written complaint, a 

Complaints Committee will meet to consider it.  You will be given 
seven working days’ notice of the meeting and you may bring a friend 

or other person to provide support during the meeting. 

Within five working days of the meeting you will be informed of the 

decision of the Complaints Committee, the reasons for it and any 
further action to be taken by the school.  The decision of the 

Complaints Committee is final. 

If your complaint is against the Governing Body (about unreasonable 

action or failure to carry out its duties), this may be referred to the 

Local Education Authority. 

The Head Teacher’s responsibilities 

The Head Teacher will ensure that these procedures are made known 
to pupils, parents and other stakeholders, via the newsletter and the 

school prospectus, and staff training. 

When the Head Teacher receives a written complaint, he or she will 

acknowledge receipt within three working days.  He or she will consult 
with those concerned and keep a written note of key facts (names, 

dates, times, etc.). 

The Head Teacher will write to the complainant within ten working 

days of receipt, explaining the actions taken by the school. 
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The Head Teacher will report back to the Governing Body on any 
persistent issues, or matters which may have implications for school 

policy. 

The Governing Body’s responsibilities 

The Governing Body will review and update the Complaints Policy on a 

regular basis, usually every three years. 

When the Chair of Governors receives a written complaint, the Chair 

will inform the Head Teacher and investigate the complaint.  The Chair 
will write to the complainant within ten working days to explain the 

action taken. 

If the complainant is unhappy with the response from the Chair of 

Governors, a Complaints Committee will meet within ten days of 
receiving a further written complaint.  This Committee is formed from 

three Governing Body members. 

The Complaints Committee will give the complainant seven working 

days’ notice of the meeting.  Within five working days of the meeting 
the Committee will write to the complainant to explain the actions 

taken by the school. 

The above procedure was adopted by the Governing Body on 18 March 
2014. 

 

Signed  .....................................................  Headteacher 

Signed  .....................................................  Chair of Governors 

Date March 2014 

Review March 2016 


