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Flowchart of procedure for handling concerns and complaints:

STEP 1 – informal
Informal - Discussion or
meeting with Class
Teacher and Pastoral
Team

Resolved – no further
action

Resolved – written
response – no further
action.

Unresolved

STEP 3 – Formal
Unresolved

Written complaint to
Principal
STEP 2 – informal

Unresolved

Meeting with Learning
Director/Phase Leader
and/or Senior Leader
STEP 4 – Formal
Referral for Panel Hearing
(3 members) to include at
least one independent
panel member and the
complainant

Resolved – no further
action
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OFFICIAL
SCHOOL COMPLAINTS PROCEDURE
All Academies within the Trust are committed to providing the best education for our young
people and wants our students to be healthy, happy and safe and to do well. We recognise the
importance of establishing and maintaining good relationships with parents, carers and the wider
community. We are aware that there may be occasions where people have concerns or
complaints and the following procedure sets out the steps that should be followed in order to
resolve these as quickly and informally as possible.
Academy governing bodies are required, under Section 29 of the Education Act 2002, to have in
place a procedure for dealing with complaints. It is expected that all complaints will be referred to
the Academy in the first instance. A flowchart to demonstrate the procedures is included in this
policy. Each Academy must keep a record of the following




A written record must be kept of every complaint at all stages of the school’s procedure
A written record is kept of actions taken by the school for each appropriate step as a result of
any complaints which are raised with the Academy
Any correspondence, statements and records relating to individual complaints will be kept
confidential, except where the Secretary of State or a body conducting an inspection under
section 109 of the 2008 Act requests access to them

Complainants are encouraged to follow through each stage of the procedure, as appropriate, in
order to resolve their concerns.
If governors are approached regarding a complaint, they should be mindful not to act outside the
formal procedure or become involved or have discussions with other governors at the early stages
in case they are needed to sit on a panel at later stage of the procedure. Individual complaints will
not be heard by the whole governing body at any stage, as this could compromise the impartiality
of any panel set up to consider further action in the event that a serious complaint is
substantiated.
The person(s) subject to any complaint, will be notified of the nature of the complaint (if
appropriate) and any resolutions at the appropriate stages of the process prior to a formal hearing

_____________________________________________________________
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STEP 1: Informal
Please start by telling the class teacher or a member of the Pastoral Team about your concern.
This is usually the best and quickest way of resolving issues:



It is recommended that you make an appointment to speak to the class teacher or Head of
Year as soon as possible as this will give both parties the opportunity to talk about the issue in
an appropriate manner and without being interrupted.



It is important to recognise that schools are busy organisations and it may not be possible to
offer an appointment straightaway.



The purpose of this meeting should be to establish the nature of the concern and to seek a
realistic resolution to the problem.



It is good practice for the class teacher or Head of Year to make a brief written record of the
concern raised and any actions agreed.

STEP 2: Informal: escalation
If you feel dissatisfied with the outcome of discussions with the class teacher or Pastoral Team,
please ask for an appointment to meet with the Learning Director/Phase Leader/Line Manager
and/or Senior Leader within the Academy



The purpose of this meeting should be to establish the nature of the ongoing concern, what
has been discussed with the class teacher/pastoral team so far and any actions arising from
the initial meeting.



It is in everyone’s interest, particularly the child or children, for concerns to be sorted out
quickly and smoothly. However, it may be that the nominated staff member will need to look
into what has happened since the initial meeting before they can suggest how your concern
might be resolved. If this is the case, it should be agreed how and within what timescale they
will contact you to let you know the outcome of their enquiries and what actions they have
taken/propose to take.

It is hoped that most problems will have been resolved at this stage through the informal
process.
_____________________________________________________________
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STEP 3: Formal – complaint letter to the Principal
If you feel that the issue you have raised has not been resolved through the informal process and
you wish to pursue it further, you may raise it through the formal procedure. To do this you must
write a formal letter of complaint to the Principal. A formal letter in the complainant’s home
language would be acceptable. Your letter should set out clearly the concern which has previously
been discussed and why you feel that the issue is unresolved. It is also helpful if you can set out in
your letter what resolution you are seeking.



A decision to move to the formal complaints procedure should not be taken lightly. In
consideration of future home/school relationships, everyone concerned will need to
concentrate on finding a resolution to the issue and negotiate an agreement as to how this
can best be achieved.



The Principal will consider the complaint and in doing so should:
 establish what has happened so far, and who has been involved;
 clarify the nature of the complaint and what remains unresolved;
 meet or contact you if they need further information;
 clarify what you feel would put things right if this has not been set out in your letter;
 interview those involved in the matter and/or those complained of, allowing them to be
accompanied if they wish by a friend, relative or union representative (in the case of those
complained about);
 conduct any interview with an open mind and be prepared to persist in the questioning;
 keep notes of any interview for the record.



The Principal will keep in mind ways in which a complaint can be resolved. It might be
sufficient to acknowledge that the complaint is valid in whole or in part. In addition, it may be
appropriate to offer one or more of the following:
 an apology which may be verbal or written according to the circumstances;
 an explanation;
 an admission that the situation could have been handled differently or better (NB this is not
an admission of negligence);
 an assurance that all reasonable steps will be taken to minimise the likelihood of it
occurring again.
 an explanation of the steps that have been taken to minimise the risk of this event
happening in the future.
 an undertaking to review policies in light of the complaint.
It may also be the case that the complaint may not have any substance and is, therefore,
considered to be unfounded or unsubstantiated.



The Principal will discuss the outcome of their consideration of your complaint with you and
should send a detailed written response within 20 working days. Where this proves
unrealistic you will be informed in writing and given an estimate of how long it will take to
provide a detailed response.
___________________________________________________________
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Concerns or complaints specifically about the Principal
Where you are unhappy about the decision the Principal has made about your complaint, this
does not become a complaint about the Principal. If you feel that the complaint has not been
resolved, you should move to Step 4 of the procedure.
If you have a concern or complaint that is specifically about the Principal and which has not been
resolved at the informal stage, then you must write a formal letter of complaint to the Chair of
Governors. The school will provide you with the Chair of Governors’ name and you should write to
him or her at the school address, marking the envelope ‘Urgent, Private and Confidential’. A
formal letter in the complainant’s home language would be acceptable. Upon receipt of this letter;



The Chair of Governors should acknowledge receipt of the letter within 5 working days.



For complaints specifically about the Principal, the Chair of Governors will arrange for the
complaint to be investigated, either by him/herself or by an appropriate independent
investigator, and for the process set out in Step 3 to be followed.
___________________________________________________________

STEP 4:
Where the parent is not satisfied with the response to the complaint, a panel will be appointed to
hear the case. This panel will be appointed by or on behalf of the school and will consist of at least
three people who were not directly involved in the matters detailed in the complaint. This
independent panel will have one panel member who is independent of the management and
running of the school. This independent panel member will be appointed by the Chief Executive
Officer of the Trust. The member(s) of staff cited in the complaint has/have the right to
representation (if deemed appropriate) at this hearing. The complainant has the right to attend
this panel hearing and be accompanied by a friend or relative.
The chair of this panel will within 10 working days of this hearing;
(a) Write to the complainant to inform them of the findings and recommendations of the panel
hearing
(b) Write to the person(s) complained about (if appropriate) to make them aware of the finding
and recommendations of the panel hearing
(c) Make a copy of the findings and recommendations on school premises. All correspondence,
statements and records relating to this complaint are to be kept confidential except where the
Secretary of State or a body conducting an inspection under section 109 of the 2008 Act
requests access to them, except where the Secretary of State or a body conducting an
inspection under section 109 of the 2008 Act requests access to them
___________________________________________________________
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Concerns or complaints specifically about the Chair of Governor or any individual governor
A complaint that is specifically about the conduct of an individual governor, and which has not
been resolved at the informal stage, should be made in writing to the Chair of Governors.
A complaint about the conduct of the Chair of Governors, and which has not been resolved at the
informal stage, should be made in writing The Chair of Governors will follow the most up to date
guidance suggested by the National Governors Association (NGA). A copy of these guidance will be
made available upon request to the Academy concerned. In the case of Academy schools, a
complaint about the conduct of the Chair of Governors should be made in writing to the Academy
Trust (contact details can be obtained from the school).
_____________________________________________________________

Limitations, time-limits and vexatious complaints
Limitations within the policy:
Time Limits:
Complaints need to be considered and resolved as quickly and efficiently as possible. As such,
complaints made under this procedure will ordinarily be rejected if they are not brought within 12
months, unless there are exceptional circumstances. (Exceptional circumstances will be
determined by the Principal/Chair of Governors on a case by case basis.)
Safeguarding referrals:
Schools have a duty to safeguard and promote the welfare of their students under section 175 of
the Education Act 2002. This includes making referrals to the appropriate organisation, using local
authority children’s social care services, if they have a concern about the welfare of a child. It is
not for the school to investigate or make a judgment about possible abuse or neglect but they
must refer any concerns they may have. As such, any response to or investigation in relation to a
complaint about a safeguarding referral made by school staff will be limited to considering
whether the appropriate action was taken at the time the referral was made on the basis of the
information available to the referrer at that time and in accordance with the GCET safeguarding
policy.
Allegations of abuse:
Allegations of abuse (eg verbal and physical) against a member of school staff must be reported to
the Principal immediately. Allegations of abuse against the Principal must be reported to the Chair
of Governors immediately.
Vexatious complaints:
The majority of complaints are resolved through a properly managed complaints procedure.
However, there are occasions when:


despite all stages of the procedure having been followed, the complainant remains
dissatisfied. If a complainant tries to reopen the same issue the Chair of Governors may write
informing them that all stages of the procedure have been exhausted and the matters is
considered closed, unless new evidence becomes available.
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complainants behave in an unreasonable manner when raising and/or pursuing concerns. In
these circumstances, the school will take the following actions:
a) verbally inform the complainant that his/her behaviour is considered to be becoming
unreasonable/unacceptable and if it is not modified, action may be taken in accordance
with this policy.
b) inform the complainant in writing that his/her behaviour is now considered by the school
to be unreasonable/unacceptable.
c)

inform the complainant that all meetings with a member of staff will be conducted with a
second person present and that confidential notes will be taken at the meeting in the
interests of all parties.

d) inform the complainant that, except in emergencies, all routine communication from the
complainant to the school should be by letter only.
e) in the case of physical or verbal aggression, the matter will be reported to the police and
the school will consider warning the complainant about being banned from the school
site.
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