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Introduction 
 
This policy deals with the handling of complaints from parents of pupils.  
 
What Constitutes a Complaint?  
 
Any matter about which a parent of a pupil is unhappy and seeks action by the school is a 
complaint, as is any matter which the school chooses to label as a complaint.  
 
A complaint is an expression of dissatisfaction with a real or perceived problem. It may be 
made about the school as a whole, about a specific department or about an individual 
member of staff.  A complaint is likely to arise if a parent believes that the school has done 
something wrong, or failed to do something that it should have done or acted unfairly.  
 
Parents can be assured that all concerns and complaints will be treated seriously and 
confidentially. Parents and pupils are assured that a parent and/or pupil will not be 
penalised for a complaint that is raised in good faith. 
 
The Three-Stage Process 
 
This policy applies to all complaints by parents and members of except: 
● Child protection allegations where a separate policy and procedure applies 
● Exclusions where a separate policy and procedures applies (see Admissions and 
Exclusions Policy) 
 
Stage one: informal resolution 
 
● We hope that most complaints and concerns will be resolved quickly and informally. 
● If parents have a complaint, they should first refer to their child’s Class Teacher. At 
Secondary School level, the first point of contact will be the Form Tutor. This level of 
procedure is expected, unless the Head of Secondary School deems it appropriate for her 
to deal with the matter personally. 
● The Class or Form Tutor will make a written record of all concerns and complaints 
and the date on which they were received. These records will be kept confidential and 
retained for one year after the student leaves each school level.  
● We aim to resolve any informal complaints within ten working days of them being 
raised, except where they are raised in School holidays or within two working days of their 
commencement.  
● Should the matter not be resolved or in the event that the Class Teacher/Form Tutor 
and parents fail to reach a satisfactory resolution, then parents will be advised to move on 
to Stage 2 of this procedure.  



 
 
   

                                 

 
 

 
Stage two: formal resolution 
 
● If the complaint cannot be resolved on an informal basis, then parents should put 
their complaint in writing to the Head of Section (Head of Primary or Head of Secondary). 
Parents should also identify how they wish their complaint to be resolved. 
● Following procedure, the Head of Section will decide the appropriate course of 
action. 
● In most cases, the Head of Section will meet with the parents concerned to discuss 
the matter. If possible, a resolution will be reached at this stage. 
● The Head of Section will aim to speak or meet with parents within ten working days 
of the formal complaint being received, except where the complaint is received in School 
holidays or within two working days of their commencement.  
● It may be necessary for another appropriate Senior Leadership Team (SLT) member 
or for the Headmaster to carry out further investigations. 
● If the Head of Section can not resolve the matter, the Headmaster may be involved. 
● The Head of Section/Headmaster will keep a written record of all meetings and 
interviews held in relation to the complaint.  These records will be kept confidential. 
● Once the Head of Section/Headmaster is satisfied and all of the relevant facts have 
been established, he/she will make a decision. He/she will inform parents of the decision in 
writing no later than ten days after speaking or meeting with the parents to discuss the 
matter.  
● We will keep a written record of all formal complaints, including records of meetings 
and interviews held in relation to the complaint, and the school’s decision. The records will 
be kept for one year after the pupil leaves each level of the school.  All such records will be 
kept confidential.  
 
Stage three: panel hearing 
 
Where a parent is not satisfied with the response made at the formal level, If  a complaint 
cannot be resolved at the level of Head of Section or Headmaster, parents should put their 
complaint in writing to the Chair of the Board of Governors (the proprietor). 
 
The Chair of the Board of Governors (the proprietor) will, within not more than fifteen 
working days, appoint a panel consisting of at least three people who were not directly 
involved in the matters detailed in the complaint.  One of those panel members will be a 
person independent of the management and running of the school.  
 
The complainant parent may attend the panel hearing and be accompanied there, if they 
wish.  
 



 
 
   

                                 

 
 

The panel will make findings and recommendations in respect of the complaint.  A copy of 
these will be provided to the complainant and, where relevant, the person complained 
about, and will be available for inspection on the school premises by the Proprietor and the 
Headmaster.  
 
  



 
 
   

                                 

 
 

 

  



 
 
   

                                 

 
 

 

 

 

 


