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Principle 

 

Staff will respond to any concerns or complaints received in a sensitive and confidential manner.  A 

complaint should not be heard by the whole Governing Body at any time as this may compromise the ability 

of individual Governors to provide an independent overview required at the later stages of the procedure.  It 

would also restrict their eligibility to sit on any disciplinary panel that may result from a complaint.  If 

individual Governors are approached by parents regarding making a formal complaint, they should signpost 

the parent to the Head Teacher and the school complaint process. 

 

Aims and Objectives 

 

Our school aims to be fair, open and honest when dealing with any concern or complaint.  We give careful 

consideration to all concerns and complaints, and deal with them as swiftly as possible.  We will always aim 

to resolve matters through dialogue and mutual understanding, and, in all cases, we will put the interests of 

the child above all other issues.   

 

The Complaints Procedure 

 

Four stages are in place at St Mary’s RC Primary School:- 

 

Stage One:  Complaint heard by Class Teacher (Informal Stage) 

Stage Two:  Complaint heard by the Head Teacher 

Stage Three:  Complaint heard by Chair of Governors 

Stage Four:  Complaint referred to Governing Body Complaint Appeal Panel 

 

See Appendix 1 for School Complaint Process Flowchart 

 

Stage One: Complaint Heard by Class Teacher 

 

• In the first instance, any concerns/complaint should be raised as soon as possible with the Class 

Teacher.  Most concerns are resolved in this way without the need to engage the formal process.  

• In some circumstances, a parent may feel that an interim step is more appropriate, and may wish to 

take the matter to a senior or pastoral member of staff at the school as an interim measure before 

taking it to the Head Teacher. 

 

Stage Two: Complaint Heard by Head Teacher 

 

• Where the Class Teacher is unable to resolve matters informally, then the complaint should be 

submitted in writing to the Head Teacher. 

• The Head Teacher will acknowledge the complaint issues in writing, and may want to discuss any 

possible outcome that would resolve matters. 

• The Head Teacher will investigate the complaint, and may review any relevant documentation 

available, or speak to those involved as appropriate. 

• A written response detailing the outcome and any actions to be taken as a result of the complaint 

will be received by the complainant, usually within a maximum of 25 working days. 

 

If the complaint is about the Head Teacher then it will be dealt with immediately at the second stage of the 

formal process. 

 

If the complainant remains dissatisfied with the response from the Head Teacher, they can request that 

their complaint be progressed to the next stage of the complaint process. 

 

 

 



 

 

Stage Three: Complaint Heard by Chair of Governors 

 

• The complainant will need to write to the Chair of Governors giving details of their complaint, and 

enclosing, where possible, a copy of the response to their complaint received from the Head 

Teacher. 

• The Chair of Governors will acknowledge receipt of the complaint usually in writing within 5 working 

days, and will arrange to meet if necessary to further discuss the complaint and try to find a 

satisfactory resolution.  Where appropriate, the Chair of Governors may make further enquiries and 

will write to confirm details of the outcome. 

 

If the complaint is still not resolved then the complainant may request that the Chair of Governors arranges 

for a Governing Body Complaint Appeal Panel to hear their complaint. 

 

Stage Four: Review by the Governing Body Complaint Appeal Panel 

 

• The Chair of Governors will arrange for a Governing Body Complaint Appeal Panel to be convened 

(usually within 20 working days of receipt of the request). 

• The Complaint Panel will be made up of Governing Body members who have had no prior 

involvement in the complaint. 

• The Chair will write to all parties informing of the date, time and venue of the panel at least 5 

working days in advance.  The notification to the complainant should also inform him/her of the right 

to be accompanied to the meeting by a friend/relative and the right to submit further written 

evidence. 

• Information packs will be sent out to those attending at least 3 working days prior to the panel. 

• The Chair may invite any officers/witnesses to attend for part of the panel where this is felt to be 

appropriate. 

• It is the responsibility of the Chair to ensure that the meeting is properly conducted and, where 

required, minuted. 

• It may be possible for the panel to enable a resolution to be found that all parties can agree, or, if a 

resolution cannot be reached, it may only be possible for the panel to identify a constructive way 

forward. 

• Following the Panel meeting, the Chair will write to both the school and the complainant confirming 

the outcome (usually within 5 working days) and detailing any recommendations made by the panel 

members in respect of the complaint. 

 

The Governing Body Complaint Appeal Panel is the final stage of the school based complaint procedure. 

Should parents/carers remain dissatisfied with the way that the school has responded to their complaint 

then they have the right to write to the Secretary of State for Education. 

 

More information is available for Parents wishing to make a complaint about a school from the Department 

for Education and from Ofsted. 

 

Monitoring and Review 

 

The Governors monitor complaints to school at least annually in a full governing body meeting agenda 

item, in order to ensure that all complaints are handled properly.  The Head Teacher logs all formal 

complaints received by the school and records how they were resolved.  Governors take into account any 

local or national decisions that affect the complaints process, and make any modifications necessary to this 

policy.  This policy is made available to all parents, so that they can be properly informed about the 

complaints process. 

 

When a complaint has been resolved, complainants will be given the opportunity to evaluate the complaints 

process using Appendix 2. 

  



 

 

 

Appendix 1 

 

ST MARY’S RC PRIMARY SCHOOL – COMPLAINT PROCESS 

 

In the first instance, any concerns or complaint should be discussed with the Class Teacher who will try to 

resolve matters informally. 

 

(If the concern/complaint is about the Head Teacher it should be taken to the Chair of Governors). 

 

IF CONCERN/COMPLAINT CANNOT BE RESOLVED INFORMALLY 

 

 
↓ 

 
↓ 

 
↓ 

 

↓   

 

Should you remain dissatisfied following the Governing Body Complaint Appeal Panel meeting with the way 

that the school has responded to your complaint, you can contact the Secretary of State for Education. 

  

(Stage 2 – Formal Process) 

You should submit your complaint in writing to the Head Teacher and make an appointment to meet 

with the Head Teacher to discuss your concern/complaint 

The Head Teacher will investigate your complaint and write to you with a response usually within 20 

working days. 

IF YOUR COMPLAINT IS STILL NOT RESOLVED 

(Stage 3 – Formal Process) 

You will need to write to the Chair of Governors detailing your complaint. 

The Chair will acknowledge receipt of your complaint, usually within 5 working days and arrange to 

meet with you. 

IF YOUR COMPLAINT IS STILL NOT RESOLVED 

(Stage 4 – Formal Process) 

You can request that the Chair of Governors arranges for a Governing Body Complaint Appeal 

Panel to hear your complaint. 

You will be invited along with the school representative to attend the panel and will receive a written 

response from the Chair of the Panel following the meeting. 

This panel concludes the school complaints process. 



 

 

 

Appendix 2 

 

ST MARY’S RC PRIMARY SCHOOL – COMPLAINT EVALUATION PROCEDURE FORM 

 

What stage did your complaint reach? 

 Stage 2 

 Stage 3 

 Stage 4 

 

Was your complaint dealt with in a courteous and professional manner? 

 Yes 

 No 

 

If no, please give details: 

 

 

 

 

 

Stage 2 

 

How quickly did you receive your appointment to meet the head teacher regarding your initial complaint? 

……… days 

 

Did you receive a written response within 25 working days of the meeting? 

 Yes 

 No 

 

Was your complaint resolved at this stage? 

 Yes 

 No 

 

Stage 3 

 

Did you have acknowledgement of receipt of your complaint by the Chair of Governors within 5 working 

days? 

 Yes 

 No 



 

 

 

Was your complaint resolved after receiving a letter from the Chair of Governors? 

 

 Yes 

 No 

 

How quickly did you receive your appointment to meet the Chair of Governors regarding your complaint? 

……… days 

 

Stage 4 

 

Was an appeal panel convened within 20 working days of your request? 

 Yes 

 No 

 

Did you receive an outcome letter within 5 working days of the panel? 

 Yes 

 No 


