
Whitgreave Primary School 

Complaints Procedure 
 

 

Background 

Governing Boards of all maintained schools are required, under Section 29 of the Education Act 

2002, to have in place a procedure for dealing with complaints relating to the school and to any 

community facilities or services that the school provides. 

Principles 

 In order to be effective our Complaints Procedure will: 

 Encourage resolution of problems by informal means wherever possible; 

 Identify a clear route for complainants to follow; 

 Be accessible to all parties; 

 Be easy to understand; 

 Be impartial; 

 Ensure that all stages are investigatory rather than adversarial; 

 Allow swift handling within established time limits and always ensuring that people are 

kept informed; 

 Ensure a fair investigation by an independent person, if appropriate; 

 Respect people’s right to confidentiality; 

 Address all the points at issue and provide an effective and appropriate response; 

 Provide information to the Leadership team and Governors to improve services and 

prevent complaints of a similar nature occurring; 

 Contribute to school improvement by helping to identify underlying issues. 

Dealing with concerns/complaints 

We recognise that there are two stages when complaints can be dealt with i.e. at the informal 

stage and at the formal stage. It is hoped that if complaints/concerns are taken seriously at the 

informal stage, this will reduce the number of complaints/concerns that proceed to the formal 

stage. 

Part A 

Making informal complaints against a member of staff other than the Head Teacher 

Parents/complainants should: 

 Communicate directly with the member of staff concerned if the issue is of a minor nature 

and can be easily resolved by the class teacher or a member of support staff. Such 

concerns might be that a child has not had milk, has been spoken to sharply for no apparent 

reason, has been incorrectly blamed for something etc. 



 Address the concern/complaint directly to the Head Teacher if of a more serious nature 

or if attempts have been made to clarify a situation with a member of staff and parents 

or staff are still not happy. 

The Head Teacher and all staff can often resolve complaints by: 

 Apologising if the complaint is valid; 

 Offering an explanation; 

 Admitting that the situation could have been handled differently or better; 

 An assurance that the event complained of will not recur; 

 Explaining the steps taken to ensure that the event will not happen again; 

 Offering to review School Policies, in light of the complaint. 

If any member of staff feels intimidated or threatened in any way they should always refer the 

complainant to the Head Teacher or, in the event of her absence, the Deputy Head Teacher. 

Making formal complaints against the actions of a member of staff other than the Head 

Teacher 

In the event that all attempts at informal resolution of complaints fail, parents/complainants 

should: 

 Put the complaint in writing and forward it to the Head Teacher who, in this school, is the 

Complaints Co-ordinator. 

The Head Teacher will: 

 Reply to the complainant within 5 working days outlining how the investigation will proceed; 

 If necessary, meet with the complainant to clarify the nature of the complaint; 

 Collect other evidence as appropriate. Where this involves an interview with the member 

of staff who is the subject of the complaint s/he may be accompanied by a friend or 

representative if s/he wishes; 

 Conduct the investigation with an open mind and be prepared to persist in the questioning; 

 Keep notes of any interviews held; 

 Write to both parties stating the outcome of the investigation. 

The investigation procedure 

At Whitgreave Primary School we will adhere to the following principles when investigating formal 

complaints: 

 Any allegations/complaints irrespective of whether they appear to trivial or serious will 

be investigated thoroughly and responsibly; 

 Anonymous complaints will not be investigated unless there are exceptional circumstances 

e.g. child protection issues or bullying allegations; 



 The Head Teacher or Chair of Governors will formally acknowledge the complaint, commit 

to investigating the complaint and notify the outcome of the investigation to the 

complainant; 

 A copy of the complaint will be given to the appropriate member of staff and s/he will be 

informed that an investigation will be carried out; 

 The investigator will establish who she wishes to interview and what documentation will 

be needed (giving both the complainant and member of staff opportunity to offer 

documentation and potential witnesses); 

 The member of staff will be advised on his/her right to be accompanied at any meeting; 

 It is anticipated that only in extreme circumstances will children be interviewed; 

 Interviews will be held as quickly as possible to ensure that recollections are as fresh as 

possible and to minimise the possibility that evidence will be tainted by people discussing 

the alleged incident; 

 The investigator will prepare questions before the interview and will listen to answers 

attentively. There will be no attempt to ‘lead’ answers or to cut the interview short; 

 Interviewees will be reminded to keep responses within the confines of the complaint; 

 Accurate notes of all interviews should be taken and the outcome accurately recorded; 

 The investigator will resist the temptation to reach conclusions or pass judgements before 

the investigation is completed; 

 A summary of the process will be given to the complainant and the member of staff 

concerned. Caution will need to be exercised in how much information is given to the 

complainant; 

 The complainant should be advised that s/he may request a review of the process by the 

Governing Body if s/he feels that the procedure has not been carried out properly. 

Possible outcomes of an investigation 

1. There is insufficient evidence to reach a conclusion – the complaint is not upheld. 

2. The concern is not substantiated by the evidence – the complaint is not upheld. 

3. The concern is substantiated in part or full. Details of actions that the school is going to 

take can be given but no details of any possible disciplinary procedures will be disclosed 

to a parent. 

4. The matter has been fully investigated and the appropriate procedures are being followed 

but these procedures are strictly confidential (i.e. when disciplinary action is being taken). 

The parent/complainant will be told that consideration of their complaint by the Head Teacher is 

now concluded. 

If a parent is not satisfied with the manner that the complaints process has been followed s/he 

can request that the Governing Board review the process. This must be requested in writing within 

2 weeks of receiving notice of the outcome of the investigation. 

N.B Governors will not agree to a review if the request is based solely on dissatisfaction with the 

outcome. It is only if appropriate procedures have not been followed. 



If a parent/complainant feels that the Head Teacher has acted unreasonably in considering the 

complaint then a complaint can brought against the Head Teacher (as outlined in Part B of this 

procedure) 

The review process 

Any review of the process followed by the Head Teacher will be conducted by a panel of 3 

members of the Governing Board. 

The review will normally be conducted through a consideration of written submissions but, if it is 

felt that a meeting is beneficial, this may be arranged. 

The process will be as follows: 

 The panel will invite written evidence from the complainant or arrange a meeting as 

necessary; 

 The panel will then invite written evidence from the Head Teacher or arrange a meeting 

as necessary; 

 The panel may ask for written records of the process followed; 

 A decision will be made as to whether or not the complaints process was satisfactorily 

followed and the decision will be made known in writing to both parties. 

Part B 

Making informal complaints about the actions of the Head Teacher 

Parents/complainants should: 

 Speak directly with the Head Teacher about the concern or the complaint. 

 Contact the Chair of Governors if the concern is of a serious nature or if attempts have 

been made to resolve the issue with the Head Teacher but the parent is still dissatisfied. 

The Head Teacher or Chair of Governors can often resolve complaints or prevent complaints 

proceeding to the formal stage by taking actions as outlined in Part A. 

Making formal complaints about the actions of the Head Teacher 

If the complaint cannot be resolved informally then the complainant should: 

 Make a written complaint and address it to the Chair of Governors. 

The Chair of Governors will then: 

 Invite the complainant to meet with her to clarify the nature of the complaint; 

 Collect other evidence as is deemed necessary from witnesses and others who might 

provide relevant information; 

 Provide the Head Teacher with a copy of the complaint and any additional evidence; 

 Meet separately with the Head Teacher so that the Head Teacher can present a written 

and oral response. The Head Teacher can bring a friend or representative to this meeting; 



 Inform in writing the Head Teacher and the complainant of the outcome of the 

investigation (any disciplinary action will be confidential). 

The parent/complainant will be told that consideration of their complaint by the Chair of 

Governors is now concluded. 

If the parent/complainant is not satisfied with the manner in which the process has been followed 

or that the Chair of Governors has acted unreasonably, then the complainant may request that 

the Governing Board review the handling of the complaint by the Chair of Governors. Any such 

request must be made in writing within 2 weeks of receiving notice of the outcome from the Chair 

of Governors and include a statement of any perceived failures. 

Any review of the process followed by the Chair of Governors will be conducted by a panel of 3 

members of the Governing Board. 

The review will normally be conducted through consideration of written submissions but, if it is 

felt that a meeting is beneficial, this may be arranged. 

The process will be as follows: 

 The panel will invite written evidence from the complainant or arrange a meeting as 

necessary; 

 The panel will then invite written evidence from the Chair of Governors and arrange a 

meeting as necessary; 

 The panel may ask for written records of the process followed; 

 A decision will be made as to whether or not the complaints process was satisfactorily 

followed and the decision will be made known in writing to both parties. 

If a complainant believes that the Governing Board has acted illegally or arbitrarily in handling 

the complaint, then the complainant may make representations to the Secretary of State for 

Education and Skills. 

Part C 

Managing and recording complaints 

The Complaints Co-ordinator (Head Teacher) will be responsible for keeping records of all 

complaints. Records will be kept of: 

 Telephone calls; 

 Meetings with parents; 

 Written complaints. 

The Chair of Governors will keep records of any complaints against the Head Teacher. 

Part D 

Monitoring and evaluating the complaints procedure 



The Governing Board will monitor the level and nature of any complaints and review outcomes on 

a termly basis through the Head Teacher’s report. The effectiveness of the procedure can then 

be evaluated and changes made where necessary. 

Mrs S Redfern 

Head Teacher 
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