
 

April 2016                             Concerns and Complaints Procedures 

Policy 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Concerns and Complaints 

Procedures Policy 

Author:   Joe Cowell 

          Headteacher 

Date of Draft:  April 2016 

Date Ratified by Governors: July 2016 

Date of Review:  April 2019 



 

April 2016                             Concerns and Complaints Procedures 

Policy 

 

Concerns and Complaints Procedures Policy  

 

1. Policy Statement 

  
Section 39 of the School Standards and Framework Act requires school governors to establish and 

publicise procedures by which concerns and complaints relating to their school will be dealt with. 

These procedures must also comply with the Education Act 1996, which gives parents the right to 

complain directly to a local authority on matters relating to the school’s curriculum and general 
educational provision.  

 

2. Aims of the Policy 

  
2.1  The aims of this policy are: 

  

2.1.1  To set out the procedures to be used for making a complaint to the school.  

 

2.1.2  To establish the procedures to be followed by the school when dealing with a complaint.  

 

2.1.3  To set out the next step for the complainant if the complaint is not resolved by the school.  

 

 

3. Making a Complaint to the School 

  
The procedures for making a complaint will be published in the school prospectus and on the school 

website. In addition, copies will be available from the school receptionist. There will be three 

prescribed stages for the complainant to follow:  

 

3.1  Stage 1 (Informal)  

The complainant should talk informally with the person within the school who is most closely 

involved with the cause for concern. This can be a class teacher (form tutor) or any member 

of staff who has jurisdiction over the area of provision that has given rise to the concern. If 

the complainant is not satisfied with the informal response to the complaint then he or she 

should move to stage 2.  
 

3.2  Stage 2 (Formal)  

The complainant should write formally to the Headteacher. If the complaint is about the 

Headteacher then the letter should be addressed to the clerk to the governors complaints 

appeal panel. If the complaint is not resolved to the satisfaction of the complainant then he 

or she should move to Stage 3.  
 

3.3  Stage 3 (Formal)  

The complainant should write formally to the clerk to the governors who will ask the Chair of 

Governors to review the complaint and the Headteacher’s findings.  
 

3.4  Stage 4 (Formal)  

If, following the panel’s findings, the complainant still believes that the complaint has not been 
handled fairly, and in accordance with the school’s concerns and complaints policy, then the 
complainant has the right of appeal to a Governing Body Complaints Appeals Panel. 

4. School Procedures for Responding to a Complaint  
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All school employees are required to co-operate fully with any member of staff appointed to 

investigate a concern or complaint submitted by a parent or member of the wider public.  

 

4.1  Stage 1 (Informal) Complaint heard by staff member.  

All members of staff are required to listen courteously to any concerns or complaints 

addressed to them by a parent or member of the wider public. They should use their best 

endeavours to address any concerns and issues raised. If the concern or issue is not within 

their area of responsibility then the complainant should be introduced to a member of staff 

who does have the authority to respond. Every effort should be made to resolve the cause of 

the concern or complaint.  

 

4.2  Stage 2 (Formal) Complaint heard by the Headteacher. 

The receipt of a complaint should be acknowledged in writing within five working days. 

Complaints should be investigated within 15 working days and the findings sent to the 

complainant in writing. If the complaint is about the Headteacher, the complaint should move 

directly to stage 3. 

 

4.3  Stage 3 (Formal) Complaint heard by Chair of Governors. 

On receipt of a written complaint the governors complaints appeal panel should meet within 

12 to 20 working days to review the issues raised and the actions taken to date. The panel’s 
findings should be sent to the complainant in writing within 5 working days. 

 

4.4  Stage 4 (Formal) Complaint heard by Governing Body Complaints Appeal Panel. 

A nominated governor will convene a Governing Body Complaints Appeal Panel. The panel 

may consist of three or five people. No governor may sit on the panel if they have had a 

prior involvement in the complaint or in the circumstances surrounding it. The panel 

should be a cross-section of the categories of governor and sensitive to the issues of race, 

gender and religious affiliation. The Governors’ appeal hearing is the last school-based 

stage of the complaints process. 

 
The panel can:  

 dismiss the complaint in whole or in part;  

 uphold the complaint in whole or in part;  

 decide on the appropriate action to be taken to resolve the complaint;  

 recommend changes to the school’s systems or procedures to ensure that problems of a 
similar nature do not recur.  

 

 

5. Final stage of appeal to the Secretary of State for Education.  

 
What will the Department for Education do?  

 

If a complaint has exhausted the local procedures, The School Complaints Unit will examine if the 

complaints policy and any other relevant policies were followed in accordance with the provisions 

set out. SCU also examines policies to determine if they adhere to education legislation. However, 

the department will not re-investigate the substance of the complaint. This remains the 

responsibility of schools.  
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If legislative or policy breaches are found, SCU will report them to the school and the complainant 

and, where necessary, require remedial action to be taken. Failure to carry out remedial actions 

could ultimately result in a formal Direction being issued by the Secretary of State. 

 

Complainants should be advised to write to The School Complaints Unit (SCU) at:  

 

Department for Education  

2nd Floor, Piccadilly Gate  

Manchester  

M1 2WD  

 

 

6. Policy Review Dates  

 
This policy will be reviewed on the date shown below. 

 

 

Signed: ___________________________________ Date: ______________  

 

(Chair of Governors)  

 

Signed: ___________________________________ Date: ______________  

 

(Headteacher)  

 

Policy Review Date: April 2019 


