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Complaints Policy and Procedures 

The Legal Requirement 

 
Section 29 of the Education Act 2002 requires that: 

 
(1) The governing body of a maintained school shall – 
 

(a) Establish procedures for dealing with all complaints relating to the school or to the 
provision of facilities or services under section 27, other than complaints failing to 
be dealt with in accordance with any procedures required to be established in 
relation to the school by virtue of a statutory provision other than this section, and 
 

(b) Publicise the procedures so established. 
 

(2) In establishing or publicising procedures under subsection (1), the governing body shall 
have regard to any guidance given from time to time (in relation to England) by the 
Secretary of State. 

 

 
Please note: Concerns specifically related to ‘safeguarding’ should be raised immediately 
with the Designated Safeguarding Lead or the Headteacher  
 
The Aims of the Complaints Procedure 
 

 Encourage resolution of problems by informal means wherever possible; 

 Be easily accessible and publicised; 

 Be simple to understand and use; 

 Be impartial; 

 Be non-adversarial; 

 Allow swift handling with established time-limits for action and keeping people 
informed of the progress; 

 Ensure a full and fair investigation by an independent person where necessary; 

 Respect peoples’ desire for confidentiality; 

 Address all the points at issue and provide an effective response and appropriate 
redress, where necessary; 

 Provide information to the school’s senior leadership team (SLT) so that services 
can be improved.  

 



Complaints Policy and Procedures approved 31.1.2018  Page 2 
of 9 

What Crofton School Believes 

Crofton School fully recognises the vital importance of good relationships between staff, 
students and parents and strives to maintain these. In the light of this, every complaint is 
a matter of concern to the school and will be investigated with due urgency and 
thoroughness.  Whenever a complaint is upheld, every effort will be made to rectify the 
issue and, if necessary, action will be taken to try to prevent a reoccurrence of the 
problem.  The school will not investigate anonymous complaints or allegations unless the 
assessed risk of a Child Protection issue indicates that we should.  Confidentiality will, 
however, be respected and the identity of informants will be protected whenever 
necessary.  

What is a complaint? 

Parents with concerns about their child's education or welfare are encouraged to contact 
the school as soon as possible to discuss the matter with the relevant member of staff.  
The majority of concerns are normally resolved quickly and effectively this way. However, 
occasionally things can go wrong and it is not always possible to predict how a minor 
concern can escalate into a major, stressful and time-consuming complaint for all 
concerned. The underlying principle is always that concerns ought to be handled, if at all 
possible, without the need for formal procedures. 

If matters raised as concerns are not resolved to the satisfaction of all parties, the 
dissatisfied party may wish to appeal through the formal complaints procedure. 

The importance of talking to the school as soon as possible 

Crofton School believes that taking informal concerns seriously at the earliest stage will 
reduce the numbers that develop into formal complaints. In most cases the form tutor, 
subject teacher or other individuals, will receive the first approach.  It is helpful to all 
concerned if staff are able to resolve issues quickly.  Experience shows that when a 
mistake has been made, a swift, courteous response, including apologising where 
necessary, often resolves the issue. 

Complaints about members of staff should usually be made to the relevant line manager 
in the first instance; the line manager must then inform the Headteacher.  

Where the first approach is made to a governor, the next step would be to refer the 
complainant to the appropriate person and advise them about the procedure. Governors 
cannot act unilaterally on an individual complaint outside the formal procedure. 

The Stages of the Complaints Procedure 

Please, see the diagram in Annex A which outlines the stages to be taken when a 
complaint is made. 
 

The procedures have three formal and well-defined stages. There may, on occasion, be 
the need for some flexibility; for example, the possibility of further meetings between the 
complainant and the member of staff directly involved, and further investigations may be 
required by the Headteacher after a meeting with the complainant.  
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 Informal: Concern raised with a member of staff; 

 Informal: Concern raised with a school leader (e.g. subject, faculty, year 
leader) who is not the subject of the complaint 

 Stage One: Complaint heard by the Headteacher; 

 Stage Two: Complaint heard by the Chair of Governors; 

 Stage Three: Complaint heard by the Complaints Panel of the Governing Body. 
 
 
Stage One, should only be undertaken if the complainant is not satisfied with the actions 
of the School during the preliminary informal stage. 
 
Stage Two, the referral of a complaint to the Chair of Governors, is to occur only if the 
Headteacher's actions have not resolved the matter. The Chair of Governors will review 
the issues and the Headteacher’s response. The Chair of Governors will then inform the 
complainant about the conclusion and try to resolve the concerns. 
 
Stage Three, a hearing by the Governors' Complaints Panel will only take place after the 
previous stages and would be the final stage in the School's complaints procedures. The 
complaints panel will consist of three (or exceptionally five) members with no previous 
involvement in the matter. For complaints specifically about the national curriculum, 
religious education and related matters, two members will, where possible, be drawn 
from the Governors’ Curriculum and Standards Committee. 
 
Vexatious Complaints 
If properly followed, our complaints procedure will limit the number of complaints that 
become protracted.  However, there may be occasions when, despite all stages of the 
procedures having been followed, the complainant remains dissatisfied.  If the 
complainant tries to reopen the same issue, the chair of governors may inform the 
complainant in writing that the procedure has been exhausted and that the matter is now 
closed. Further communication about the issue from the complainant will be read and 
kept on file, but will not automatically be responded to. 
 
General 
A written record will be kept of all complaints and of whether they are resolved at the 
preliminary/informal stage or proceed to a panel hearing. Correspondence, paperwork 
and records relating to individual complaints will be kept confidential, except where the 
Secretary of State or a body conducting an inspection under Section 162A of the 2002 
Act, requests access to them. 
 
If a complainant has been through all stages of the School’s complaints procedure but 
remains dissatisfied, the final stage of appeal is to the Secretary of State for Education.  
 
Complainants should be advised to write to:  
The School Complaints Unit (SCU) at:  
Department for Education 2nd Floor,  
Piccadilly Gate  
Manchester  
M1 2WD  
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What will the Department for Education do?  
If a complaint has exhausted the local procedures, SCU will examine if the complaints 
policy and any other relevant policies were followed in accordance with the provisions 
set out. SCU also examines policies to determine if they adhere to education legislation.  
 
However, the department will not re-investigate the substance of the complaint. This 
remains the responsibility of schools. If legislative or policy breaches are found, SCU will 
report them to the school and the complainant and, where necessary, require remedial 
action to be taken. Failure to carry out remedial actions could ultimately result in a formal 
Direction being issued by the Secretary of State. 
 
 
Recording Complaints 
All members of staff and governors involved in the handling of a serious concern or 
complaint must maintain records of conversations and correspondence to ensure that the 
complainant and the school have the same understanding of what was discussed and 
agreed. The school will record the progress of the complaint and the final outcome.  A 
complaint may be made in person, by telephone, or in writing.  Copies of any written 
response should be added to the record. 
 
The Headteacher’s PA is responsible for the records of complaints which reach Stage 
Two and will hold them centrally.   
 
Complaints from students 

Students who feel they have been unfairly treated in school are encouraged to speak to 
the appropriate member of staff, usually the Head of Year.  He/she will investigate the 
complaint and will seek to resolve the matter informally between the pupil and the 
member of staff.  Where the complaint or subsequent investigation raises issues of a 
disciplinary significance, the matter should be referred immediately to the Headteacher 
or Deputy Headteacher. 
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Annex A  CONCERNS AND COMPLAINTS PROCEDURE – FLOW CHART 
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Complainant’s actions School’s actions 

Speak with relevant member of 
staff and school leader 

Informal discussion 
o Listen 
o Discuss 
o consider who should deal with the 

matter 
o Record concern 
o Resolve amicably where possible 

and record resolution 

INFORMAL STAGE 

o Acknowledge within 5 school days. 
o Investigate. 
o Agree to meet if required. 
o Confirm the outcome in writing within 

20 school days. 

Write to Headteacher 

 
 
 

 

STAGE ONE 

Write to Chair of Governors 

 
 
 

 

 
Write to Clerk to Governing Body 

 
 
 

 

STAGE TWO 

STAGE THREE 

o Acknowledge within 5 school days. 
o Investigate. 
o Try and resolve the issue 
o Meet with both parties if required. 
o Confirm the outcome in writing within 

20 school days. 

o Arrange for a Governors Complaint 
panel to meet 

o Good practice is for the clerk to set up 
the hearing within 20 school days if 
possible. 

o Panel to consist of three members not 
previously involved, one of whom must 
be independent of the management and 
running of the School 

o Panel to consider written and verbal 
submissions from all parties. 

o Findings & recommendations 
communicated to complainant & school 
usually within 2 school days 

Complainant 
satisfied 

Not resolved 

Explain procedures 
and next step 

Not resolved 
Explain procedures 

and next step 

Not resolved 
Explain procedures 

and next step 

Complainant 
satisfied 

Complainant 
satisfied 

FORMAL STAGE 
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Further Guidance on Complaints Heard by Governing Bodies Complaints Appeal 
Panel (Stage 3) 
 
The complainant needs to write to the Chair of Governors giving details of the complaint. 
The Chair, or a nominated governor, will convene a Complaints Panel.   
 
The governors’ Complaints Panel is the last school-based stage of the complaints 
process. 
 
Individual complaints will not be heard by the whole Governing Body at any stage, as this 
could compromise the impartiality of any panel set up for a disciplinary hearing against a 
member of staff following a serious complaint. 
 
The Governing Body may nominate a number of members with delegated powers (the 
Complaints Panel) to hear complaints at that stage. 
 
 
 
Terms of Reference 
 
The terms of reference of the Complaints Panel are: 
 
 drawing up its procedures; 
 hearing individual appeals; 
 making recommendations on policy as a result of complaints.   

 
The panel will be drawn from nominated members and it may consist of three (or, 
exceptionally five) people.  The panel will nominate its own chair for a hearing. 
 
The Remit of the Complaints Panel 
 
The panel can: 
 
 dismiss the complaint in whole or in part; 
 uphold the complaint in whole or in part; 
 decide on the appropriate action to be taken to resolve the complaint; 
 recommend changes to the school’s systems or procedures to ensure that problems 

of a similar nature do not recur. 
 
There are several points which any governor sitting on a complaints panel needs to 
remember: 
 
a.  It is important that the appeal hearing is independent and impartial and that it is 

seen to be so.  No governor may sit on the panel if they have had a prior involvement 
in the complaint or in the circumstances surrounding it.  In deciding the make-up of 
the panel, governors need to try and ensure that it is a cross-section of the 
categories of governor and sensitive to the issues of race, gender and religious 
affiliation. 

 
b. The aim of the hearing, which needs to be held in private, will always be to resolve 

the complaint and achieve reconciliation between the school and the complainant.  
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However, it has to be recognised the complainant might not be satisfied with the 
outcome if the hearing does not find in their favour.  It may only be possible to 
establish the facts and make recommendations which will satisfy the complainant 
that his or her complaint has been taken seriously. 

 
c. An effective panel will acknowledge that many complainants feel nervous and 

inhibited in a formal setting.  Parents often feel emotional when discussing an issue 
that affects their child.  The panel chair will ensure that the proceedings are as 
welcoming as possible.  The layout of the room will set the tone and care is needed 
to ensure the setting is informal and not adversarial.   

 
d. Extra care needs to be taken when the complainant is a child.  Careful consideration 

of the atmosphere and proceedings will ensure that the child does not feel 
intimidated.  The panel needs to be aware of the views of the child and give them 
equal consideration to those of adults.  Where the child’s parent is the complainant, 
it would be helpful to give the parent the opportunity to say which parts of the 
hearing, if any, the child needs to attend.   

 
e. The governors sitting on the panel need to be aware of the Complaints Policy and 

Procedures. 
 

Roles and Responsibilities 
 
The Role of the Clerk 
 
Wherever possible, any panel or group of governors considering complaints will be 
clerked.  The clerk is the contact point for the complainant and is required to: 
 
 set the date, time and venue of the hearing, ensuring that the dates are convenient 

to all parties and that the venue and proceedings are accessible; 

 collate any written material and send it to the parties in advance of the hearing; 

 meet and welcome the parties as they arrive at the hearing; 

 record the proceedings; 

 notify all parties of the panel’s decision. 
 
 
The Role of the Chair of the Governing Body or the Nominated Governor 
 
The nominated governor role: 
 
 check that the correct procedure has been followed;    

 if a hearing is appropriate, notify the clerk to arrange the panel; 
 
 
The Role of the Chair of the Panel 
 
The Chair of the Panel has a key role, ensuring that: 
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 the remit of the panel is explained to the parties and each party has the opportunity 
of putting their case without undue interruption; 

 the issues are addressed;  

 key findings of fact are made;  

 parents and others who may not be used to speaking at such a hearing are put at 
ease;  

 the hearing is conducted in an informal manner with each party treating the other 
with respect and courtesy; 

 the panel is open minded and acting independently;   

 no member of the panel has a vested interest in the outcome of the proceedings or 
any involvement in an earlier stage of the procedure; 

 each side is given the opportunity to state their case and ask questions; 

 written material is seen by all parties.  If a new issue arises it would be useful to 
give all parties the opportunity to consider and comment on it. 
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Checklist for a Panel Hearing 
 
The panel needs to take the following points into account: 
 

 The hearing is as informal as possible. 
 

 Witnesses are only required to attend for the part of the hearing in which 
they give their evidence.  

 

 After introductions, the complainant is invited to explain their complaint, 
and be followed by their witnesses.  

 

 The Headteacher may question both the complainant and the witnesses 
after each has spoken. 

 

 The Headteacher is then invited to explain the school’s actions and be 
followed by the school’s witnesses.  

 

 The complainant may question both the Headteacher and the witnesses 
after each has spoken. 

 

 The panel may ask questions at any point.  
 

 The complainant is then invited to sum up their complaint. 
 

 The Headteacher is then invited to sum up the school’s actions and 
response to the complaint. 

 

 Both parties leave together while the panel decides on the issues. 
 

 The chair explains that both parties will hear from the panel within a set 
time scale.  

 

 
 

Annex A 


