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1. Introduction  

 

This policy and procedure relates to all concerns and complaints relating to the school or to the provision of 

facilities. Any person, including members of the general public, may make a complaint about any provision of 

facilities or services that a school provides. Some separate statutory procedures apply to areas such as 

admissions and exclusions – the school will advise of this. If a parent/carer is not satisfied with the SEND support 

that their child receives Mrs J Cunliffe - Inclusion Leader, should be contacted via the school office. A complaint 

or concern must be raised within 6 months of any related incident, issue or decision that the complaint/concern 

is about.  

 

A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to be important for 

which reassurances are sought’. A complaint may be generally defined as ‘an expression of dissatisfaction 

however made, about actions taken or a lack of action’. It is in everyone’s interest that complaints are resolved 

at the earliest possible stage. Many issues can be resolved informally, without the need to invoke formal 

procedures.  

 

We take informal concerns seriously and make every effort to resolve the matter as quickly as possible.  There 

are occasions when complainants would like to raise their concerns formally. In those cases, the school’s formal 

procedure will be invoked through the stages outlined within this policy.    

 

2. Aims  

 

This procedure is devised with the intention that it will: 

 

 Usually be possible to resolve problems by informal means 

 Be simple to use and understand 

 Allow problems to be handled swiftly 

 Address all the points at issue 

 Inform future practice so that the problem is unlikely to recur 

 

Care will be taken to: 

 

 Clarify the nature of the concern/complaint 

 Clarify the outcomes sought 

 Explain the complaints procedure 

 

The school does not wish to receive anonymous complaints and will not act on any received in this way 

 

 

3. Concerns/Informal Complaints: Stage 1 

 

We take all concerns seriously and staff are eager to resolve matters swiftly.  

 

If you have any concerns, please speak to a relevant member of staff as soon as possible. The office will advise 

of the most relevant member of staff if you are unsure.  

 

For general concerns or those regarding the premises or facilities please contact the office.  

 

For school/education concerns please speak to the class teacher. Phase Leaders are also happy to help with 

any concerns: Early Years (Nursery & Reception) Miss Bache, Key Stage 1 (Year 1 & 2) Mrs Bloor, Lower key 

Stage 2 (Year 3 & 4) Mr Aked and upper Key Stage 2 (Year 5 & 6) Mrs Davies. If support or intervention from a 
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more senior member of staff is required, the relevant Assistant Headteacher should be contacted: Early Years 

and Key Stage 1 (Nursery to Year 2) Mrs Woolliscroft or Key Stage 2 (Year 3 to Year 6) Mr Facey.  

 

For concerns regarding the Inclusion Hub (SEND, Safeguarding, Attendance etc,) the most relevant member 

of Hub team should be contacted, so they can deal with your concern. If the concern is of a serious nature or 

relates to the provision for SEND pupils Mrs Cunliffe (Deputy Headteacher/Inclusion Leader) should be 

contacted.  

 

For concerns regarding the conduct of a member of staff please contact Miss Keen, the Headteacher.  

 

 

4. Formal Complaints: Stages 2 to 4   

 

Stage 2: Formal Complaints: Headteacher 

 

Our formal complaints procedure is followed on the rare occasions that all initial attempts to resolve the issue 

are unsuccessful, with the person raising the concern remaining dissatisfied and wishing to take the matter 

further. 

 

What to do if you want to complain formally: 

 

 Put complaints in writing to the Headteacher. This must be marked as private and confidential to avoid 

unnecessary knowledge by third parties. The Headteacher will respond to complaints within 10 school 

days. If it is not possible to do so the complainant will be informed and provided with a reason.  

 If the complaint is about the Headteacher it may be necessary to move the complaint to Stage 3. 

 

Stage 3: Formal Complaints: Governing Body  

 

 If the matter is not resolved to the complainant’s satisfaction they can write to the Chair of Governors, 

marked ‘Confidential’ c/o the School.  We will ensure that it is forwarded to him/her as a matter of urgency. 

 The Chair of Governors will contact the Headteacher to discuss the complaint and carry out any 

necessary investigations. They will respond to the complainant in writing explaining their decision within 

20 school days.  

 If the complaint is of a serious or complex nature the Chair of Governors may refer the complaint to the 

Governing Body. The Governing Body will convene a Panel to investigate the complaint.  

 

 

Stage 4: Complaints Panel 

 

 A complaints panel of three Governors will be convened. The complainant, Headteacher and any other 

relevant staff will be informed in writing of the date, time and venue of the Panel meeting at least 5 days 

in advance. The meeting will take place within 15 school days of the Panel being requested.   

 At least 5 days prior to the meeting all panel members must be provided with a copy of the complaint, 

any other evidence and a report from the Headteacher or other relevant member of staff.  

 The Panel will investigate the complaint, meet with the complainant, Headteacher and any relevant staff. 

 The Panel will send a written decision and explanation to the complainant, Headteacher and any other 

relevant member of staff within 7 days. The Panel’s decision is final. 

 

If the complainant remains dissatisfied they can complain to the Local Authority or Secretary of State on the 

grounds that the Governing Body is acting or proposing to act unreasonably or has failed to discharge it’s duties.  

 

The Full Governing Body will be informed at the next meeting there has been a complaint, the nature of the 

complaint, the method for dealing with the complaint and any outcomes. This will be recorded as confidential 

minutes.  
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5. Links to Other Policies  

 

 Safeguarding 

 Health and Safety  

 Unacceptable Behaviour of Visitors  

 

 

6. Monitoring and Review  

 

The implementation of this policy is the responsibility of all staff. The implementation of the policy will be 

monitored by Governors and will be reviewed every two years or sooner if necessary. 

 

 


