
 

 

Policy and Procedures for the Handling of 
Complaints to the School 

 

 

Reedham Park School 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Policy Reviewed: D Russell December 2018  

Next Review due by : December 2020 



INTRODUCTION 

 

In the spirit of true partnership between home and school, the views of all parents and 

carers are welcomed.   This school aims for high standards, but sometimes things can 

go wrong or expectations are not met. 

 

WHAT IS A COMPLAINT? 

 

A complaint is an expression of dissatisfaction which may be about an event that has 

happened, failed to happen or the way in which something was handled. 

 

In most cases, concerns or issues raised can be resolved through discussion and good 

communication.   However, if parents or carers are not satisfied with the outcome, a 

formal procedure (see below) needs to be followed to ensure all involved are treated 

fairly and that the situation can be resolved. 

 

The procedure described does not include complaints covered by separate policy 

procedures, for example complaints about the admission of pupils to the school and 

pupil exclusions. 

 

For complaints to be investigated fully, parents and carers need to give full information 

and not make complaints anonymously. 

 

WHAT YOU CAN EXPECT 

 

All parents and carers will be given access to the school’s complaints policy and 

procedures upon request. 

 

There are set response times for each stage of the complaints procedure (see below). 

 

A complaint register is maintained for all complaints at Stages 2, 3, 4 and 5 and this 

will include details of all complaints.  This register is available for inspection by the 

relevant authority. 

 

Conversations and correspondence will be handled with discretion, but parents and 

carers need to be aware that some information may have to be shared with others 

involved in the complaints procedure. 

 

Raising a concern or making a complaint will not affect the relationship between the 

school, you or your child. 

 

When investigating a complaint, the school will talk to the child/children concerned, 

witnesses and others involved quickly. 

 

GENERAL ADVICE TO PARENTS AND CARERS 

 

Remember that the more information you have, the better able you will be to discuss 

the matter.   Fact find by asking the school for information.   Make sure you have 

received and read any copies of other relevant policies from the school, eg the 



home/school agreement, the behaviour policy (this relates to exclusion), the anti-racism 

policy, analysis of the school’s SATS results etc. 

 

At any stage of the procedure, parents and carers may be accompanied.   Sometimes it 

helps to take someone else with you.   You may forget something if you are doing all 

the talking; they can do the listening for you!   Likewise, the school reserves the right to 

have a third party present at any stage in the procedure in order to take verbatim notes 

to assist in the accurate recording of all discussions. 

 

Provide as much information as you can, including dates, times, names etc and explain 

clearly what your complaint is and what you would like to see happen. 

 

Schools are very busy so appointments for discussion, even at the informal stage, 

should be made through the school office.   It helps to outline the purpose and how long 

you think you may need with the staff member/Head Teacher. 

 

Try to keep calm!   Avoid confrontation – it will cloud the issue. 

Remember to ask “What happens next?”. 

 

COMPLAINTS AGAINST A MEMBER OF STAFF OR TRUSTEE 

 

The complaints procedure is distinct from any formal disciplinary proceedings for staff.   

If a complaint did result in a disciplinary procedure, then the complaint would be put on 

hold and you will be advised of the delay and updated every 3 weeks. 

 

If a complaint is made against a member of staff or trustee they will be informed and 

have the opportunity to respond. 

 

THE COMPLAINTS COMMITTEE 

 

If it is necessary to invoke Stage 5 of the complaints procedure, the Complaints 

Committee will be formed from at least three people who have no prior involvement 

with the complaint.   A majority of the Committee will be Governors and in addition an 

independent person will be selected from a panel of non-trustees who will be 

approached by the proprietor of the school as and when needed. 

 

 

 

 

 



THE POLICY AND PROCEDURES FOR GENERAL COMPLAINTS 

 

The Principles of the Staged Approach 

 

The staged approach is designed to ensure that every effort is made to deal with 

complaints informally at school level, in partnership with parents.   The formal stages 

should only be triggered in exceptional circumstances: 

 

• Stages 1, 2 and 3 are informal stages which are dealt with at school level 

 

• Stages 4 and 5 are formal stages involving the Board of Trustees and the  

Complaints Committee 

 

The policy is designed to manage all complaints.   Complaints vary in their nature and 

complexity.   Therefore, the school will need to consider at which stage a complaint 

should be dealt with when it is initially raised and which member of staff is best placed 

to deal with it. 

 

Principle Aims in Dealing with Complaints 
 

The school will deal with complaints 

 

• Openly 

 

• Fairly 

 

• Promptly 

 

• Without prejudice 

 

Procedures for Dealing with Complaints 

 

The school’s procedures for dealing with complaints will 

 

• Be simple to understand and use 

 

• Be focused on outcomes 

 

• Have established time limits for action 

 

• Keep people informed at all stages 

 

• Where necessary, respect people’s desire for confidentiality 

 

• Be carefully monitored and evaluated 

 

 

 



Guidance on the Staged Approach to Managing General Complaints 

 

There are five stages to this procedure: 

 

• Stages 1, 2 and 3 are informal 

 

• Stages 4 and 5 are formal 

 

Any person expressing continued dissatisfaction should be advised of the next stage in 

the procedure. 

 

Stage 1:   Meet and Speak to the Relevant Teacher 

 

• Complainants are advised to speak to the teacher concerned so everyone has a 

clear picture of the situation from all points of view.   Once the situation has 

been clarified, most problems can be resolved at this informal stage. 

 

• The member of staff who is dealing with the complaint should ensure that the 

person is reassured that the matter will be investigated and is clear what action 

has been agreed.   All staff should be aware of the need for confidentiality. 

 

• If either the complainant or staff member feels that the matter needs to be taken 

further, the Head Teacher should be contacted. 

 

• Records of any discussions and actions should always be kept by the relevant 

teacher, although it is not necessary to provide the complainant with a written 

record at this stage.   Copies of these records should be given to the Head 

Teacher who will monitor them. 

 

Stage 2:   Meet and Speak to the Head Teacher 

 

• Concerns which remain unresolved at the end of Stage 1 should be referred to 

the Head Teacher, who will then investigate the matter further.    

 

• Although Stage 2 usually involves meeting and speaking with the Head 

Teacher, you may be asked to put your concern/issue in writing to the Head 

Teacher.   If this is the case, your written complaint will be acknowledged 

within 2 school days and a meeting arranged. 

 

• Once a decision has been reached, the Head Teacher should ensure that you are 

clear about the action taken and what to do if you remain unhappy (see below). 

This communication may be made in either verbal or written form as 

appropriate. 

 
 

 

 

 

 



Stage 3:   Written Complaint to the Head Teacher 

 

• More serious concerns which remain unresolved at the end of Stage 2 should be 

referred to the Head Teacher in the form of a written complaint within 10 school 

days of the decision communicated from the Head Teacher at the end of Stage 

2. 

 

• An investigation will be conducted and the outcome communicated to the 

complainant within 15 school days (if longer time is required this will be 

explained to you). 

 

• The Head Teacher’s written response should include a full explanation of the 

decision and the reasons for it.   Where appropriate this includes what action the 

school will take to resolve it. 

 

• If you are not happy with the outcome, you can take your complaint to the 

Board of Trustees (see below).   If the complaint is against the action of the 

Head Teacher, the Board of Trustees should carry out all Stage 3 procedures. 

 

Stage 4:   Discussion with the Board of Trustees or a Nominated Trustee 

 

• Complaints rarely reach this formal level but if the issue or concern is not 

resolved at the end of Stage 3, the Head Teacher should refer the matter to the 

Board of Trustees. 

 

• The Chair of the Board of Trustees (Mrs Lauren Michalos) may decide to refer 

the complaint to a nominated Trustee in case she is needed to sit on the formal 

Complaints Committee at Stage 5. 

 

• The Chair of the Board of Trustees or the nominated Trustee will explore the 

matter further.   This should involve meeting with the complainant, the Head 

Teacher and/or member of staff.   The outcome and agreed actions should be 

recorded.   The complainant should be informed of the outcome within 10 

school days of the meeting taking place. 

 

• If the complainant is not satisfied with the outcome, the matter will move to 

Stage 5 of the complaints procedure. 

 

Stage 5:   Formal Written Complaint to the Board of Trustees 

 

• Only on the rarest of occasions will complaints reach this fifth and final level, 

but should you need to, you should make a formal written complaint to the 

Board of Trustees within 10 school days of the decision being communicated to 

you at the end of Stage 4. 
 

 

 

 



• The Trustees will only proceed with this formal stage of the Complaints 

Procedure if they have received a complaint in writing addressed to the Chair of 

the Trustees and all previous stages have been exhausted.   However, it is 

important that this does not disadvantage people who may experience difficulty 

with putting their complaint in writing. 

 

• Your letter to the Board of Trustees needs to set out why you remain unhappy 

and what you wish to see happen. 

 

• Acknowledgement of the complainant’s written complaint should normally be 

sent by the Chair of the Trustees within 5 days. 

 

• It is essential that this process is fair and objective.   To avoid conflict of 

interest, it is vital that the full Board of Trustees does not hear the 

complaint at this stage.   Any Trustee who has been involved with the 

complaint at an earlier stage would be unable to give objective consideration to 

the issue. 

 

• The Chair of the Board of Trustees should convene a small Complaints 

Committee of at least two governors and one independent panel member (see 

above) none of whom will have been previously involved in your complaint.   

The Complaints Committee should usually meet within 15 school days of 

receiving the formal written complaint.   They will let you know when your 

complaint is to be considered. 

 

• The Chair of the Complaints Committee should notify both the Head Teacher 

and the complainant of the date of the meeting, giving 7 days notice.  

Complainants have the right to have someone accompany them to this meeting 

if they so wish.  However, both parties must be treated equally and the Head 

Teacher may also wish to be accompanied. 

 

• If the complaint relates to a staff disciplinary or capability matter about which 

the Head Teacher has already taken action, the Complaints Committee should 

focus on how the original complaint was managed to avoid prejudicing any 

ongoing disciplinary or capability procedures. 

 

• The Complaints Committee will make their decision in private and the Head 

Teacher and complainant should be informed in writing of the Committee’s 

decision within 10 school days of the meeting taking place. 

 

• The decision of the Complaints Committee will be the final and binding 

decision in respect of the Complaints Procedure of Reedham Park School, 

except as regards complaints in respect of the Early Years Foundation Stage 

(Kindergarten), in which case please see below. 
 

 

 

 

 



Early Years Foundation Stage 

 

Parents whose complaint is in respect of the Early Years Foundation Stage 

(Kindergarten) and who are unhappy with the outcome of Stage 5 (Formal Written 

Complaint to the Board of Trustees), may ultimately address their complaint to the 

Office for Standards in Education (OfSTED), the contact details for which are given 

below: 

 

E-mail: enquiries@ofsted.gov.uk 

 

Write to:  Enquiries 

   The National Business Unit 

   Ofsted 

   5th, 6th and 7th Floors 

   Piccadilly Gate 

   Store Street 

   Manchester 

   M1 2WD 

 

Helpline:  0300 123 1231 

 

 

mailto:enquiries@ofsted.gov.uk

