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General Principles 

 
o This procedure is intended to allow you to raise a concern or complaint relating to 

the school, or the services that it provides. 
 

o An anonymous concern or complaint will not be investigated under this procedure, 
unless there are exceptional circumstances. 

 
o To enable a proper investigation, concerns or complaints should be brought to the 

attention of the school as soon as possible. In general, any matter raised more than 3 
months after the event, being complained of, will not be considered. 

 
 
 
Raising a concern or complaint 

 
 
Stage 1: informal 
 
The school will take informal concerns seriously and make every effort to resolve the matter quickly. 
It may be the case that the provision or clarification of information will resolve the issue. 
 
The complainant should raise the complaint as soon as possible with the relevant member of 
staff or the headteacher as appropriate, either in person or by letter, telephone or email. If the 
complainant is unclear who to contact or how to contact them, they should contact the school 
office. 
 
The school will acknowledge informal complaints within 2 working days, and investigate 
and provide a response within 5 working days. 

 
The informal stage will involve a meeting between the complainant and the relevant staff as 
appropriate. 
 
If the complaint is not resolved informally, it will be escalated to a formal complaint. 

 
Stage 2: formal 

 
Inform the headteacher in writing 

This letter should provide details such as relevant dates, times, and the names of witnesses of 
events, alongside copies of any relevant documents. The complainant should also state what 
they feel would resolve the complaint. 
 
The headteacher (or designated member of the senior leadership team) will call a meeting to 
clarify concerns, and seek a resolution. The complainant may be accompanied to this 
meeting, and should inform the school of the identity of their companion in advance. 
In certain circumstances, the school may need to refuse a request for a particular individual to 
attend any such meeting – for example, if there is a conflict of interest. Ifthis is the case, the 
school will notify the complainant as soon as they are aware, so that the complainant has the 
opportunity to arrange alternative accompaniment. 
 



 

 

The headteacher (or other person appointed by the headteacher for this purpose) will then 
conduct their own investigation. The written conclusion of this investigation will be sent to the 
complainant within 5 working days. 
 
If the complainant wishes to proceed to the next stage of the procedure, they should inform the 
chair of governors in writing within 7 days. 

 
Inform the chair of governors in writing 

 
This letter should set out the details of the complaint including evidence as set out above. The 
complainant should also specify what they feel would resolve the complaint, and how they feel 
the previous stage of the procedure has not addressed their complaint sufficiently. 
The written conclusion of this investigation will be sent to the complainant within 7 days. 
If the complainant wishes to proceed to the next stage of the procedure, they should inform the 
chair of governors in writing within 7 days. 

 
Stage 3: submit the complaint to the review panel 

 
The review panel consists of members of the governing board. These individuals will have 
access to the existing record of the complaint’s progress. 
 
The complainant must have reasonable notice of the date of the review panel; however, the 
review panel reserves the right to convene at their convenience rather than that of the 
complainant. At the review panel meeting, the complainant and representatives from the school, 
as appropriate, will be present. Each will have an opportunity to set out written or oral 
submissions prior to the meeting. 
 
The complainant must be allowed to attend the panel hearing and be accompanied by a 
suitable companion if they wish. 
 
At the meeting, each individual will have the opportunity to give statements and present their 
evidence, and witnesses will be called as appropriate to present their 
evidence. 
 
The panel, the complainant and the school representative will be given the chance to ask and 
reply to questions. Once the complainant and school representatives have completed presenting 
their cases, they will be asked to leave and evidence will then be considered. 
The panel must then put together its findings and recommendations from the case. The panel 
will also provide a copy of the findings and recommendations to the complainant and, where 
relevant, the subject of the complaint, and make a copy of the findings and recommendations 
available for inspection by the headteacher. 
 
The school will inform those involved of the decision in writing within 7 days. 
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