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Introduction
We believe that our school provides a good education for all our children, and that the
Headteacher and other staff work very hard to build positive relationships with all
parents. However, the school is obliged to have procedures in place in case there are
complaints by parents. The following policy sets out the procedure that the school
follows in such cases.
If any parent is unhappy with the education that their child is receiving, or has any
concern relating to the school, we encourage that person to talk to the child’s class
teacher immediately.
We deal with all complaints in accordance with procedures set out by the Local
Authority.
All parents have the right, as a last resort, to appeal to the Secretary of State for
Education, if they still feel that their complaint has not been properly addressed.

St Nicholas CE Primary School Complaints Procedure
STAGE ONE
The vast majority of concerns can be resolved informally. There are many occasions
where the class teacher, office staff, or the Head Teacher, can resolve concerns straight
away. It is in everyone’s best interests that complaints are resolved at the earliest
possible stage. Complainants must feel able to raise concerns with members of staff
without any formality, either in person, by telephone or in writing. This allows staff to
establish whether a person is asking a question, expressing an opinion or making a
complaint.
The first member of staff contacted should clarify the nature of the concern and reassure the complainant that the school wants to hear about it. If the member of staff
can resolve the concern immediately they should do so. They should then record the
enquiry including any agreements made, and notify the Head Teacher.

The school will respect the views of a complainant who indicates that he/she would
have difficulty discussing a complaint with a particular member of staff.
Similarly, if the member of staff directly involved feels too compromised to deal with a
complaint, the Head teacher may consider referring the complainant to another staff
member. The member of staff may be more senior but does not have to be. The ability
to consider the complaint objectively and impartially is crucial.
If the member of staff can’t resolve the concern, they will make a clear note of the date,
name, contact address and phone number and a brief note of the nature of the concern.
It would also be useful to record what sort of outcome the complainant is looking for.
The member of staff will then refer the complaint to the Head Teacher, or designated
Deputy. The Head Teacher must decide if the concern is covered by the complaints
procedure or should be dealt with under other procedures e.g. safeguarding or
personnel.
If the concern involves an allegation that a child has been harmed by a member of staff,
the Head Teacher must inform the Local Authority Designated Officer (LADO).
If the concern is about the Head Teacher, the member of staff should provide the
complainant with details of how to contact the Chair of the Governing Body.
The staff member dealing with the concern should make sure that the complainant is
kept informed of any action taken. The emphasis at this stage should be on resolving the
issue quickly and informally for the benefit of pupils, parents and staff.
The complainant should receive a response as soon as possible, and within a maximum
of 10 school days. At this stage the response may be given verbally or in writing.
Where the first approach is made to a governor, the governor should refer the
complainant to the appropriate person and advise them about the complaints
procedure. Governors should not act unilaterally on an individual complaint outside the
formal procedure or be involved at an early stage in case they are needed to sit on a
panel at a later stage.
STAGE TWO
Complaints should be made to the Head Teacher preferably by completing a complaints
form (Appendix 1). If the complaint is about the Head Teacher the Chair of Governors
will deal with the matter using this procedure. If the complainant is made verbally a
written record of the complaint must be made and checked with the complainant. The
Head may delegate the task of collating information to another staff member but not
the decision on the action to be taken.
The school would expect a complaint to be made as soon as possible following the issue
that has given rise to the complaint. This will normally be within 12 months. If a
complaint is made after 12 months, the Head Teacher will give consideration to whether
it is still possible to carry out an effective investigation.

The complaint must be acknowledged within 3 school days. The acknowledgement
should include a summary of the complaints procedure and a target date for providing a
response. This should be within 10 school days. If this date cannot be met, the
complainant must be contacted and given a reason for the delay and a revised target
date.
The Head Teacher may wish to contact the complainant and provide an opportunity for
the complainant to discuss their concerns and find solutions. This could be by phone or
in a meeting. It must be made clear that the complainant may bring a friend, family
member or advocate to any meeting if they wish. Interpreting services should also be
made available where necessary. The Head Teacher may find it useful to have another
member of staff present to observe and record the meeting. Care should be taken in
these circumstances not to create an intimidating atmosphere for the complainant.
The Head Teacher will make whatever enquiries s/he considers necessary to ascertain
the facts, conclude whether actions were reasonable and decide on the response. This
may include
•
Interviewing staff / pupils
•
Reviewing minutes of meetings
•
Reviewing school records
Pupils should be interviewed in the presence of another member of staff, or in the case
of serious complaints (e.g. where the possibility of criminal investigation exists) in the
presence of their parents. Again, care should be taken in these circumstances not to
create an intimidating atmosphere. Pupils should be told what the interview is about
and that they can have someone with them.
It is important that the Head Teacher investigates complaints thoroughly and
objectively. If s/he feels unable to do this (e.g. if s/he has been directly involved in the
decision making process that led to the complaint) s/he may delegate responsibility for
investigating the complaint to another member of the management team, the Chair of
Governors or a Head Teacher from another school.
The Head Teacher (or designated person) will keep a record of interviews, telephone
conversations and other documentation.
Once all the relevant facts have been established, the Head Teacher must provide a
written response to the complainant. This will include a full explanation of decisions
taken and the reasons for them. Where appropriate, it should include details of actions
the school will take to resolve the complaint. The complainant must be provided with
details of how to contact the Governing Body if they are not satisfied with the response.
It may be useful at this point to offer the complainant a meeting to discuss the response
and seek reconciliation.

STAGE THREE
A request for Review by the Governing Body should be addressed to the Clerk of the
Governing Body. If the request is made verbally, the Clerk will make a written record and
check this with the complainant. A letter received by the school notifying that a
complainant is dissatisfied with the outcome of a complaint at Stage Two must be
passed to the Chair of Governors within 3 school days. Any complaint received by an
individual governor must be passed to the Chair of Governors within 3 school days.
If Stage 2 was investigated by the Chair of Governors the request will be passed to the
Vice-Chair.
In the case of a written complaint received directly by the governing body, the Chair of
Governors should ensure that
•
The complaint has first been dealt with at Stage Two
•
The complaint is covered by the school’s complaints procedure not other
procedures e.g. personnel or safeguarding
If the governors cannot hear the matter, it should be referred back to the Head Teacher
and the Clerk to the Governors should write to the complainant advising them of the
correct procedures.
Upon receipt of a letter notifying that the complainant is not satisfied with the outcome
of a Stage Two investigation the Clerk to the Governors will send a written
acknowledgement within 3 school days. The letter should explain that the complainant
has the right to submit any further documents or information relevant to the complaint.
A deadline for submission of these documents should be given. This should be at least 5
days before the hearing.
The Head Teacher must also be invited to submit a written report for the committee.
This may be a copy of the stage two response. The Head Teacher may also invite
members of staff directly involved in matters raised by the complainant to respond
personally or in writing.
The Clerk to the Governors will convene the complaints committee elected from the
governing body. The committee will comprise 3 or 5 governors who have had no
previous involvement with the complaint. The complaint must not be heard by the
entire governing body as this could compromise the impartiality of any panel set up for a
disciplinary hearing against a member of staff following a serious complaint.
The complaints committee will set a timetable for the hearing and notify the
complainant of this. The hearing will normally take place within 20 school days of
receiving the request. If this cannot be met then the reasons must be clearly recorded
and the complainant informed.

The Clerk must write to inform the committee, Head Teacher, complainant and any
relevant witnesses of the date and time of the hearing, giving a minimum of 5 days’
notice. All documents submitted should be circulated to the committee, the Head
Teacher and the complainant. The complainant will be notified of their right to have a
friend, family member, advocate or interpreter present if they wish. The Chair of
Governors should ensure that the review panel meeting is minuted.
The Governors’ review hearing is the last school-based stage of the complaints process.
The panel must be open-minded and independent. The aim of the meeting should be to
resolve the complaint and achieve reconciliation between the school and the
complainant. However, it may sometimes only be possible to establish the facts and
make recommendations that satisfy the complainant that their concern has been taken
seriously.
The hearing will be held in private. Any witnesses (other than the complainant and the
Head Teacher) will only attend for the part of the hearing in which they give their
evidence. Good practice would be that at no point should the Head Teacher or the
parent be left with the complaints committee without the other being present.
The committee should remember that the complainants may not be used to formal
meetings and may feel inhibited in addressing the committee. It is recommended that
the Chair of the committee keep the proceedings as informal as possible. This is
particularly important if the complainant is a child. The layout of the room will set the
tone and care is needed to ensure the setting is informal and not adversarial.
Once the panel are satisfied that they have heard all the information they need to make
a decision, the Chair of the Panel should explain to the complainant and the Head
Teacher that the committee will consider its decision and respond in writing within 15
school days. The complainant and the Head Teacher should then leave.
The committee should then consider the complaint and all the evidence presented. The
panel can
•
uphold the complaint, in whole or in part
•
dismiss the complaint, in whole or in part
•
decide on the appropriate action to be taken to resolve the complaint
•
Where appropriate, recommend changes to the school’s systems or procedures
to prevent similar difficulties on the future.
A written response detailing the decisions, recommendations and the basis on which
these have been made must be sent to the complainant within 15 school days. The
Complainant must be notified of their right to refer their concerns to the Secretary of
State for Education if they are dissatisfied with the way their complaint has been dealt
with. A copy should be provided to the Head Teacher.
The school should retain a copy of all correspondence and records of meetings.

Complaints about the headteacher or the governors
Where a complaint regards the headteacher, the complainant should first directly
approach the headteacher in an attempt to resolve the issue informally. If the
complainant is not satisfied with this outcome they should notify the clerk to the
governors (see contact details at the end of the document). The Stage 2 process will
then commence, but with the chair of governors as the individual responsible for the
investigation rather than the “member of the SLT”.
Where a complaint regards a governor, the same process applies as for the headteacher.
Where a complaint concerns the Chair of Governors, the individual should contact the
clerk to the governors. Informal resolution will be sought, but where this fails, the
complaints procedure at Stage 3 will take immediate effect. The Vice Chair or an
independent investigator will mediate any proceedings.

Unreasonable Complaints Policy
St Nicholas CE Primary School is committed to dealing with all complaints fairly and
impartially, and to providing a high quality service to those who complain. We will not
normally limit the contact complainants have with the school. However, we do not
expect our staff to tolerate unacceptable behaviour and will take action to protect staff
from that behaviour, including that which is abusive, offensive or threatening.
St Nicholas CE Primary School defines unreasonable complainants as ‘those who,
because of the frequency or nature of their contacts with the school, hinder our
consideration of their or other people’s complaints’.
A complaint may be regarded as unreasonable when the person making the complaint:•

•
•
•
•

•
•

refuses to articulate their complaint or specify the grounds of a
complaint or the outcomes sought by raising the complaint, despite
offers of assistance;
refuses to co-operate with the complaints investigation process while
still wishing their complaint to be resolved;
refuses to accept that certain issues are not within the scope of a
complaints procedure;
insists on the complaint being dealt with in ways which are incompatible
with the adopted complaints procedure or with good practice;
introduces trivial or irrelevant information which the complainant
expects to be taken into account and commented on, or raises large
numbers of detailed but unimportant questions, and insists they are fully
answered, often immediately and to their own timescales;
makes unjustified complaints about staff who are trying to deal with the
issues, and seeks to have them replaced;
changes the basis of the complaint as the investigation proceeds;

•

•

•
•

repeatedly makes the same complaint (despite previous investigations or
responses concluding that the complaint is groundless or has been
addressed);
refuses to accept the findings of the investigation into that complaint
where the school’s complaint procedure has been fully and properly
implemented and completed including referral to the Department for
Education;
seeks an unrealistic outcome;
makes excessive demands on school time by frequent, lengthy,
complicated and stressful contact with staff regarding the complaint in
person, in writing, by email and by telephone while the complaint is
being dealt with.

A complaint may also be considered unreasonable if the person making the complaint
does so either face-to-face, by telephone or in writing or electronically:•
maliciously;
•
aggressively;
•
using threats, intimidation or violence;
•
using abusive, offensive or discriminatory language;
•
knowing it to be false;
•
using falsified information;
•
publishing unacceptable information in a variety of media such as in social media
websites and newspapers.
Complainants should limit the numbers of communications with a school while a
complaint is being progressed. It is not helpful if repeated correspondence is sent (either
by letter, phone, email or text) as it could delay the outcome being reached.
Whenever possible, the headteacher or Chair of Governors will discuss any concerns
with the complainant informally before applying an ‘unreasonable’ marking.
If the behaviour continues the headteacher will write to the complainant explaining that
their behaviour is unreasonable and asking them to change it.
For complainants who excessively contact St Nicholas CE Primary School causing a
significant level of disruption, we may specify methods of communication and limit the
number of contacts in a communication plan. This will usually be reviewed after 6
months.
In response to any serious incident of aggression or violence, the concerns and actions
taken will be put in writing immediately and the police informed. This may include
banning an individual from St Nicholas CE Primary School.

Information for Parents
STAGE ONE
Many concerns can be resolved quickly with goodwill, often by making early contact
with the class teacher or Head of Year. If this is not possible, or the teacher is unable to
resolve your concerns, you should contact the Head Teacher.
The person who receives the complaint should attempt to work with the family to
resolve the complaint informally. This may involve
•
Mediation and conciliation
•
Explaining policies or decisions
•
Helping the pupil to express their views to another person
•
Review of educational provision
•
Review of support services
•
Making changes to the way things are done
Most complaints will be dealt with in this way.
STAGE TWO
If you are not satisfied with the outcome of the informal enquiries, you may wish to
make a formal complaint. This should be done in writing to the Head Teacher.
If the complaint is about the Head Teacher, you should write to the Chair of Governors
of the school.
The school and its governors have a duty in law to act properly and investigate
complaints impartially. Once investigations are complete you should receive a written
response from the school. This will normally be within 10 school days.
STAGE THREE
If you are not satisfied with the outcome of the investigation and wish to take the
complaint further you can refer the matter to the complaints committee of Governing
Body. This can be done by writing to the Clerk to the Governing Body. The aim of the
panel is to establish any areas of agreement and identify actions that can be taken to
resolve the complaint.
Referral to Secretary of State for Education
If all other attempts to resolve the complaint have been unsuccessful you may refer your
complaint to the Secretary of State for Education.
Ofsted can investigate complaints about the work of the school as a whole, but are not
in a position to investigate any matter that relates only to your child.
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St Nicholas CE Primary School
Record of Complaint
Name of Complainant
Record of Concern

Name of Child

Please explain as fully as possible what your concern is:

Action to Resolve Concern
Please explain as fully as possible what you feel the school can do to resolve your concern:

Signed
Comments from Senior Leader

Date

Signed

Date

Year

