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COMPLAINTSPROCEDURE

Roles & Actions

We differentiate between concerns and complaindsimboth cases try to keep
procedures for dealing with them as informal assiibs.

The Head teacher will act as Complaints Co-cootdmand will take the initial
responsibility for handling complaintsl.b. Should the complaint be against or involving
the Head teacher then the Deputy Head will act as Co-coordinator.

Action will be taken in accordance with the pubidlguidance and recommendations by
the DfES. However we also note that;

Certain forms of complaint, e.g. staff grievancelisciplinary procedures, also
fall outside the scope of these general complgirdsedures.

Procedure

[1] Informal Stage - In most cases complaints are successfully regdlvformally by
teachers, senior managers and Head teachers. Gotsslaould therefore, initially
be directed to the Head teacher. The Head teadler w

a) encourage the complainant and member of stalisttuss the complaint and try to
resolve it informallyor

b) discuss the complaint with the complainant apdd resolve it informally, or
arrange for a senior manager to dasd

c) where appropriate inform the Chair of Governaithiout discussing the nature of
the complaint at this stage.

[2] Formal Stagel - If a complaint cannot be resolved in an informvaly and/or the
complainant still remains unhappy the Head teaaliledeal with the complaint
formally.

The Head teacher will ask the complainant to peirttomplaint in writing, stating that
they wish to make a formal complaint. The lettesidt include; their name, the nature of
their complaint, and how they can be contacted. Héad teacher will;

a) acknowledge this letter within two working days

b) investigate the complaint and then decide host teeresolve it within a further five
working days



c) provide a written response outlining how theestigation was conducted and the
outcome, as well as offering the complainant theoogunity to discuss the outcome
if appropriate

d) advise the complainant that if they are disBatiswith the outcome their complaint
will be considered by the Chair of Governors atkalrStage 2

e) inform the Chair of Governors that a formal cteimd has been received and what
action will be taken to provide a response withdistussing that nature of the
complaint at this stage.

[3] Formal Stage2 - If the Head teacher is unable to resolve theptaimt and/or the
complainant is still unhappy then the complaint wé dealt with at Formal Stage
2. The complainant will be informed that their cdaipt has been passed to, and
how to contact, the Chair of Governors. The conmalat should write to the Chair
of Governors and that letter should include thaime, the nature of their
complaint, the reasons why they were unhappy wighHead teacher’s decision
and how they can be contacted.

At thisstageit isimportant that only the Chair of Governorsisinvolved, as other
Governorsmay haveto listen to any subsequent hearings which may result from an
investigation of the complaint. If a School Governor isdirectly approached by the
complainant at any stage they can only give general advice about how their
complaint might be dealt with and should inform the Head teacher as soon as
possible. When a Governor becomesinvolved in thisway they cannot take part in
any of theformal procedures. It may, however, be appropriate for them to
accompany the complainant to any for mal meetings.

The Chair of Governors will;
a) acknowledge the letter within two working days

b) conduct an investigation and speak to everyonelved as soon as practicable
(usually within 10 working days)

c) provide a written response outlining how theestigation was conducted and the
outcome, as well as offering the complainant theoojunity to discuss the outcome
if appropriate. This will be within two days of cpieting the investigation

d) advise the complainant that if they are disBatswith the outcome their complaint
will be considered by the Complaints Panel of tliw€ning Body at Formal Stage
3

[4] Formal Stage 3 - If the Chair of Governors is unable to resolve tomplaint
and/or the complainant is still unhappy then theglaint will be dealt with at
Formal Stage 3.



Governors Complaints Pand - If the complainant is dissatisfied with the aute of the
Chair of Governor’s investigation then they showtite to the Chair of Governors
stating why and request that their complaint berrefl to the Complaints Panel of the
Governing Body.

The Complaints Panel will comprise three Govermgie have not previously been
involved in the complaint and/or do not have a gy or personal interest and one
person who is independent of the management amilhgiof the school.

It will also be inappropriate for the Complaintsnehto include teacher or staff
Governors.

A meeting of the Complaints Panel will be convengtthin ten working days of the
request.

At least five working days before the meeting meralod the Complaints Panel will
receive;

a) A copy of the original written complaint
b) An outline of any investigation carried out by tHead teacher at Formal Stage 1.
C) A copy of the letter sent to the complainantwtibe outcome at Formal Stage 1.

d) A copy of the letter from the complainant exgreg their dissatisfaction with the
outcome at Formal Stage 1.

e) A copy of the letter to the Chair of Governarguesting an investigation at
Formal Stage 2.

f) An outline of any investigation carried out the Chair of Governors at Formal
Stage 2.

0) A copy of the letter sent to the complainardgwglihe outcome at Formal Stage 2.

h) A copy of the letter from the complainant exgieg their dissatisfaction with the
outcome at Formal Stage 2.

i) A copy of the letter requesting that the compias heard by the Complaints
Committee.

The complainant will be invited to the attend theeting to state their case and should be
offered the opportunity to be accompanied by aftier other adult if they wish.

Children should not attend unless the ComplaintePhinks it would be helpful, in

which case they should seek written permissiomefgarents. The complainant does not
have to attend the meeting, in which case the Caimigl Panel will consider the
documentary evidence provided by the complainant.

The relevant person complained about will be gia@@opy of any findings and
recommendations. The Head teacher and/or Chaipe&fors will be invited to attend
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the meeting to state their case. They do not madténd the meeting, in which case the
Complaints Panel will consider the documentary ena relating to any investigation(s)
the Head teacher and/or Chair of Governors caoutd

The Complaints Panel will consider two questionky:on

1. Whether the investigation(s) were conducted prgpaant reasonably within this
procedure.

2. Whether the outcome was reasonable and apgatepri

If the Complaints Panel decides the answer to¢hersd question is no it should decide a
different outcome to the complaint.

The Panel will have the opportunity to question¢bmplainant, Head teacher and/or
Chair of Governors. If they are not available &t time then the meeting should be
adjourned and re-convened at a mutually convemieit, but wherever practicable

within five working days.

When the Complaint Panel has all the informatiamegds the complainant, Head teacher
and/or Chair of Governors will leave the meetinge TTComplaints Panel will then reach
it's decision in private. It will decide:

a) Whether the earlier investigation(s) were cotelli@ppropriately and reasonably.

b)  Whether the decision of the Head teacher ar@air of Governors was reasonable
and appropriate.

c) Where appropriate an alternative outcome tatmeplaint.

The complainant should be informed of the Comp&aitdnel’s decisions in writing
within two working days.

A written record will be kept of all complaint;yé&whether they are resolved at the
preliminary stage or proceed to a panel hearing.

All correspondence, statements and records rel&inglividual complaints are kept
strictly confidential except where the SecretarptiHte or a body conducting an
inspection under section 163 of the 2002 Act retpuascess to them.

The decision of the Complaints Panel isfinal.

Dawn Akyurek
Head Teacher
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