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HARESTOCK PRIMARY SCHOOL 
 

STATUTORY POLICY 
 

GENERAL COMPLAINTS 
 

Updated:  

March 2018 to deal with the event of the Chair of Governors and Vice Chair being tainted and/or 

conflicted. 

 

Date:  Autumn term 2017 

 

Review Date:  Autumn term 2020 

 

The policy will be reviewed every 3 years. 

 

This policy sets out how the school will deal with general complaints.  It is not intended to cover those 

aspects of school life where the law sets specific complaints procedures i.e. admissions, exclusions, 

complaints about the delivery of the National Curriculum and the provision of collective worship and 

religious education.  Further details about these procedures are available in other documents. 

 

We aim to: 

 

 Encourage parents to express their views at the earliest opportunity through the appropriate channels. 

 

 Aid communication between parents and school. 

 

 Uphold an accessible and easily understood procedure for complaints. 

 

Details of the complaint should be known only to those investigating the complaint and parents should be 

assured that making a complaint will not adversely affect their child. 

 

STEP 1        DEALING WITH CONCERNS AND COMPLAINTS INFORMALLY 

 

The vast majority of complaints and concerns can be resolved informally.  There are many occasions where 

concerns are resolved straight away through the class teacher, school admin officer, Headteacher or Chair of 

Governors, depending on the nature of the complaint. 

 

If the first person cannot deal with the matter immediately she/he will make a clear note of the date, name, 

contact address or telephone number and the issue raised. 

 

All staff will know how to refer to the person with responsibility for the particular issue raised by the parent 

and will later check to make sure the referral has been successful.  Complaints made informally to governors 

will be referred to the appropriate member of staff or to the Chair where appropriate. 

 

The Headteacher may decide to deal with concerns directly at this stage. 

 

If the complaint relates to the Headteacher the parent is advised to get in touch with the Chair of Governors. 
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The person dealing with the concern will make sure that the parent is clear, what action or monitoring of the 

situation has been agreed.  This will only be in writing if this is the best way of clarifying the issues. 

 

If no satisfactory solution has been found, parents will be asked if they wish their concern to be considered 

further.  If that is the case they will be given clear information about how to make a formal complaint and 

any independent advice available to them. 

 

Where the Headteacher requires support or counsel in order to deal with the complaint, or the nature of the 

complaint is such that the Headteacher is of the view that someone on the Governing Body should be aware 

of the complaint, the Headteacher may discuss the matter and seek support or counsel from the Chair of a 

Governors. In the event that the complaint relates to the Chair of Governors, the Headteacher may involve 

the Vice Chair.  

 

Where the Chair of Governors has been involved by the Headteacher, and therefore tainted, then references 

to the Chair of a Governors in this policy shall be substituted with Vice Chair. Where the Vice Chair has 

been involved, and therefore tainted, and the Chair of Governors is either conflicted or tainted, then the 

Headteacher shall appoint one of the Chairs of a Sub-Committee, or the alternate Vice Chair (if there are 2) 

to take the role of the Chair of Governors in relation to this policy. 

 

STEP 2 FORMAL COMPLAINT HEARD BY THE HEADTEACHER 

 

          Once a written request for the complaint to proceed to step 2 has been received, the following  

          procedure will be followed:  

1. The complaint will be acknowledged within 3 working days (term time only).  The Headteacher (or 

designate) will acknowledge the complaint in writing giving a brief explanation of the school’s 

complaint procedure and a target date for providing a response to the complaint.  This will normally 

be 10 working days but if this is not possible a letter will be sent explaining the delay. The school 

will endeavour to solve all complaints as soon as possible to an amicable conclusion. 

 

2. The Headteacher will provide an opportunity for the complainant to meet to clarify and supplement 

any information provided previously.  The complainant if they wish may be accompanied by a 

friend. The head may delegate the task of collating the information to another staff member but not 

the decision on the action to be taken. 

 

3. The Headteacher (or designate) will investigate the complaint, will interview witnesses and take 

statements from those involved.  The Headteacher (or designate) will keep written records of 

meetings, telephone conversations and other documentation. 

 

4. Once the relevant facts have been established the Headteacher will then produce a written response 

or may wish to meet the complainant to discuss the matter directly. 

 

5. A written response will include a full explanation of the decisions and the reasons for it.  Where 

appropriate this includes the action the school will take to resolve the complaint.  The complainant 

should be advised that should he/she wish to take the complaint further he/she should notify the 

Chair of the Governing Body within 5 weeks of the outcome letter. 

 

6. Should the complaint be against the action of the Headteacher, the Chair of Governors should carry 

out all the step 2 procedures. 
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STEP 3            FORMAL COMPLAINT HEARD BY THE CHAIR OF GOVERNORS (or Vice 

Chair) 
 

Once a written request for the complaint to proceed to step 3 has been received, the following 

procedure will be followed:  

1. The Chair of Governors will acknowledge receipt of complaint.  

 

2. The Chair of Governors will write to the complainant with the outcome of investigation and ensure 

the person who dealt with the complaint in step 2 is informed of the outcome. 

 

3. The complainant is offered escalation to Stage 4 if dissatisfied.  

 

STEP 4 FORMAL COMPLAINT HEARD BY THE GOVERNOR’S COMPLAINTS APPEAL 

PANEL 
 

Once a written request for the complaint to proceed to step 4 has been received, the following 

procedure will be followed: 

 

1. The Clerk to the Governing body will write to the complainant to acknowledge receipt to the 

written request.  The acknowledgement should inform the complainant that the complaint will 

normally be heard by three members of the school’s Governing Body within 20 working days of 

receiving the complaint.  The letter should also explain that the complainant has the right to 

submit any further documents relevant to the complaint.  These must be received in time for the 

documents to be received by all of the panel members. 

 

2. The Clerk to the Governors should arrange to convene a Governor’s Complaints Panel elected 

from members of the Governing Body. 

 

3. The Chair of the panel will normally ensure that the complaint is heard by the panel within 20 

working days of receiving the letter.  All relevant correspondence regarding the complaint 

should be given to each panel member as soon as the composition of the panel is confirmed.  If 

the correspondence is extensive, the chair of the Panel should prepare a thorough summary for 

sending to panel members. 

 

4. The Chair of the Panel will write and inform the complainant, Headteacher, any relevant 

witnesses, and members of the Panel at least 10 working days in advance, of the date, time and 

place of the meeting.  The notification to the complainant should also inform him/her of the right 

to be accompanied to the meeting by a friend/advocate/interpreter.  The letter will also explain 

how the meeting will be conducted and the complainant’s right to submit further written 

evidence to the Panel. 

 

5. If either party wishes to introduce previously undisclosed evidence relating to this complaint, it is 

in the interests of natural justice to adjourn the meeting so that the other side has time to consider 

and respond to the new evidence. 

 

6. The meeting will allow for the following agenda 

 

a. Introductions 

b. Complainant’s verbal submission 

c. Questions from the headteacher 

d. Headteacher’s submission 

e. Questions from the complainant 

f. Brief summary by the complainant (no new information should be introduced) 
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g. Brief summary by the headteacher (no new information should be introduced) 

 

8. The Chair of the Panel will explain to the complainant and the Headteacher that the Panel will now 

consider its decision, and a written decision will be sent to both parties within 15 working days.  

The complainant, Headteacher, other members of staff and will then leave.  Panel members may seek 

clarification from any of those involved at any stage of the meeting to aid them in reaching their 

decision. 

 

i. The panel will then consider the complaint and all the evidence presented and (a) reach a unanimous, 

or a least a majority, decision on the complaint and (b) and decide upon the appropriate action to be 

taken to resolve the complaint and (c) where appropriate, suggest recommended changes to the 

school’s systems or procedures to ensure that problems of a similar nature do not happen again. 

 

10. A written statement outlining the decision of the Panel must be sent to the complainant and 

Headteacher.  The letter should explain whether a further appeal can be made, and if so, to whom. 


