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Complaints Policy and Procedure
The Lord has told you what is good.
He has told you what he wants from you:
Do what is right to other people.
Love being kind to others.
And live humbly, trusting your God.
(Micah 6:8)

Introduction
The Head Teacher, Staff and Governors at Hayfield Cross Church of England School work hard to
build positive relationships with all parents. Under Section 29 of the Education Act 2002, the
governing board is required to have in place a procedure to deal with complaints relating to the
school and to any community facilities or services that the school provides. This Policy is subject to
the published Equality Information, in line with the Equality Duty 2011 and is underpinned by the
Christian beliefs and values of our School.
The law also requires that the procedure be publicised. The requirement to have a complaints
procedure in place does not in any way undermine efforts to resolve concerns informally. Taking
informal concerns seriously will reduce the number of concerns that develop into formal complaints.
This document sets out the staged procedures that the school follows if a complaint is made by a
parent.
Concerns
If any parent or member of staff has any concerns, then they need to raise them directly with the
member of staff involved. The school takes informal concerns seriously and make every effort to
resolve matters as quickly as possible. So that a resolution can be found. However, if not resolved
through discussion with staff the following formal procedures will be followed.

There are occasions when complainants would like to raise their concerns formally. In those
cases, the school’s formal procedure should be invoked through the stages outlined within their
procedure.
Investigating Complaints
The following formal procedures will be invoked when attempts to resolve an issue informally are
unsuccessful, and the person raising the concern wishes to take the matter further. The Head
Teacher will have responsibility for the operation and the management of the school complaints
procedure. Where the complaint concerns the Head Teacher or a Governor, the Chair of Governors
will carry out this role.
At each stage of the complaints procedure, the person investigating the complaint will make sure
they;
• establish what has happened so far, and who has been involved
• clarify the nature of the complaint and what remains unresolved
• meet with the complainant or contact them
• clarify what the complainant feels would put things right
• interview those involved in the matter and/or those complained of, allowing them to be
accompanied if they wish
• respect confidentiality
• conduct any interview with an open mind
• keep a record of the interview and discussions
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At each stage of the complaints procedure the person investigating will want to keep in mind ways in
which a concern or complaint can be resolved. It may be sufficient to acknowledge that the concern
or complaint is valid in whole or in part. It may be appropriate to offer one or more of the following:
• an appropriate apology
• an explanation
• an admission that the situation could have be handled differently
• an assurance that the event complained of will not recur
• a commitment to review school policy considering the complaint or concern
Individual complaints will not be heard by the whole Governing Board at any stage, as this could
compromise the impartiality of any panel set up for a disciplinary hearing against the member of
staff following a serious complaint.
In circumstances where the complaint concerns the Head Teacher, the complainant will be referred
to the Chair of Governors as a stage 2 complaint.
In circumstances where the complaint concerns the Governing Board, the complainant will be
referred to the Diocese.
In circumstances where the complaint concerns the Chair of Governors or member of the Governing
Board

Stage One: Informal Approach

Complaint heard by a member of staff
If a complainant is concerned about anything, they should, in the first instance, discuss the matter
with the person most directly involved immediately. Most matters can be dealt with in this way.
Staff work very hard to ensure that every child is happy at school, and is making good progress. They
will always want to know if there is a problem so that they can take action before a child's progress
in affected.
Stage Two: Formal
Complaint heard by the Head Teacher (or Chair of Governors)
Where a complainant is dissatisfied with the way the complaint has been dealt with at Stage One,
the complainant will be referred to the Head Teacher. The Head Teacher will carry out a thorough
investigation of all complaints referred at this stage.
Complainants who wish to pursue a formal complaint at Stage 2 should put their complaint and their
desired outcome in writing to the Head Teacher or Chair of Governors using the complaint form
(Appendix A), support to complete this can be provided. This form should be either posted to the
school or handed in at the office in an envelope marked FAO of the Head Teacher or Chair of
Governors, FOR IMMEDIATE ACTION PRIVATE AND CONFIDENTIAL.
The Head Teacher / Chair of Governors will acknowledge the complaint orally or in writing, within 5
school working days, giving a brief explanation of the complaints procedures and a target date for
providing a response. Ideally, this should be within 10 school working days. If it is not possible to
deal with the matter in this time, the complainant should be informed of when it is likely to be
concluded.
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The Head Teacher / Chair of Governors may offer an opportunity for the complainant to meet him /
her. The complainant will, if they wish, be allowed to be accompanied by a friend or relative who
may assist the complainant in presenting their complaint. Interpreting facilities will be made
available if required.
If necessary, the Head Teacher/Chair of Governors will interview any witnesses and take statements
from those involved. If the complaint centres around a pupil, the pupil will also be interviewed,
normally with parent/guardian present. In some circumstances this may not be possible or
appropriate and a senior member of staff with whom the pupil feels comfortable will attend with
him/her.
The Head Teacher / Chair of Governors will keep written records of meetings, information gathered,
telephone conversations and other documentation. Notes will be used to clarify the main points and
actions taken. An example format is included in appendix B.
Once all the relevant facts have been established, the Head Teacher / Chair of Governors will
arrange a meeting to discuss or resolve the matter. This meeting will be followed up with a letter
summarising the outcome of the meeting. The complainant will be advised in this letter that if they
remain unhappy with the outcome, they may appeal to a panel of Governors. The complainant
should notify the Chair of Governors within 5 school working days of receiving this letter that they
wish to appeal to a panel of Governors.
At stage 2 the complaint is not shared with Governors unless they are witnesses. All investigations
are treated confidentially and regarded unique.
Stage Three: Formal
Complaint heard by the Governing Board Complaints Appeal Panel
Where a complainant is dissatisfied with the way the complaint has been dealt with at Stages One
and Two, they must write to the Chair of Governors requesting they wish to proceed to stage 3. The
Chair of Governors will then convene a Governing Board complaints appeal panel hearing to which
the complainant will be invited. The Governors' appeal panel is the final stage of the school-based
process. If the whole Governing Board is aware of the substance of a complaint before the final
stage has been completed, schools will arrange for an independent panel to hear the complaint.
The Governing Board Complaint Panel
It is important, should a complaint reach the Appeal stage that the Governing Board is impartial and
independent and is seen to be so. The Governing Board will establish a panel, at the first Full
meeting of the year, to deal with the complaints by nominating a pool of Governors from which 3
can be drawn for any hearing.
Only the 3 Governors selected for the hearing should be privy to any information and/or
documentation concerning the complaint. Panel members should have had no prior involvement
with the complaint. Generally, the Chair of Governors will not be on the panel as she/he may be
involved at the earlier stage. Governing Boards should have regard to the advantages of having a
mix of types of Governor on the panel and be sensitive to issues of equal opportunity in the
composition of the panel.
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The appeal panel’s terms of reference are to:
• Hear individual appeals
• Follow procedure set out in this document
• Make recommendations on school policy and or practice as a result of complaints
Upon receipt of a written request from the complainant for the complaint to proceed to Stage 3, a
suitable Clerk to the panel will be appointed.
The Clerk will write, acknowledging receipt of the written request, informing the complainant that it
will be heard by a committee of the Governing Board (“the panel”) within 20 school working days of
receipt.
The Clerk will convene a meeting of the complaints panel at a time which is convenient for the
complainant and the School. The panel will elect a chairperson who should ensure that proper
minutes of the meeting are taken. The Appeal Panel Hearing will use the procedure set out in
Appendix C.
The Clerk will ensure that the complainant, school staff member and any other witnesses are given
at least 5 school working days notice in writing of the date, time and place of the Hearing or
otherwise are in full agreement of a shorter timescale. The letter of notification to the complainant
will also inform him/her of their right to be accompanied by a friend/relative who may assist the
complainant in presenting their complaint. The letter will set out the procedure for the conduct of
the Hearing and the complainant’s right to submit further written evidence to the panel.
The Clerk will invite the school staff member to attend the Hearing and to submit a written report
for the panel in response to the complaint. The school staff member may also invite the Chair of
Governors or any other members of staff directly involved in matters raised by the complainant to
respond in writing and / or in person to the complaint. The school staff member may be
accompanied by a friend/union representative. Any involvement of other staff will be at the
discretion of the Chair of the Panel.
All relevant documents including stage 2 paperwork should be received by all parties (including the
complainant) at least 3 school working days before the meeting of the panel. This provides
adequate opportunity to read them prior to the start of the meeting.
The Chair of the Panel should try to ensure that the proceedings are as sufficiently informal as
possible and that the complainant and other participants feel at ease.
At the conclusion of the representations and questions, the Chair should explain that the panel will
consider the issues and write to both parties with their decision within 5 school working days.
All except for the Governors Panel and any advisors should then withdraw and the panel should
consider the evidence. The Clerk will remain to minute the rationale for the decision.
The Governors will do what they can at this stage to resolve the complaint to the complainant’s
satisfaction. The panel can:
• Dismiss the complaint in whole or in part
• Uphold the complaint in whole or in part
• Decide the appropriate action to be taken to resolve the complaint
• Recommend changes to the school procedure/practices to ensure that problems of a similar
nature do not occur
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The School should ensure that a copy of all correspondence and notes are kept confidentially on file
in the School, except where the Secretary of State or a board conducting an inspection under Section
109 of the Education and Skills Act 2008 requests access to them. This should be separate from the
pupils’ personal records.
The broad outcome recommended by the panel can be reported to the next Full Governing Board or
appropriate committee with the identity of all those taking part kept confidential. The Governing
Board should monitor implementation of the recommendations.
The decision of the Appeal panel is final.
Complaints can be referred to the Department for Education once all other routes have been
followed. An online school complaint form is available on the Department for Education website for
parents to use if the school’s procedure has not been followed.
Managing and Recording Complaints
The Head Teacher will have responsibility for the operation and management of the school
complaints procedure and will hold records centrally. A complaint can be made in person or in
writing. The Head Teacher will log all complaints received by the school and record how they are
resolved. Staff will keep brief notes of meetings and telephone calls.
Monitoring and Review
The Governing Board will monitor the level and nature of complaints and review the outcomes on an
annual basis to ensure the effectiveness of the procedure and make changes where necessary.
Publication of the Complaints Procedure
A link to this complaints procedure will be available on the school website and be made available
upon request.
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APPENDIX A

COMPLAINT FORM Stage 2
Please complete and return to [insert name] who will acknowledge receipt and explain what action
will be taken.
Your Name:
Pupil’s Name (if relevant):
Your relationship to the pupil (if relevant):
Address:

Postcode:
Daytime telephone number:
Evening telephone number:
Please give concise details of your complaint including dates, names of witnesses thus allowing the
matter to be investigated fully:

What action, if any, have you already taken to try and resolve your complaint? (Who did you speak
to and what was the response? When did you speak to them?)
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What actions do you feel might resolve the problem at this stage?

Are you attaching any paperwork? If so, please give details.

Signature:
Date:

Official Use:
Date Acknowledgement sent:
By Who:
Complaint referred to:
Date:
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APPENDIX B
Example of format to record investigations.
Details of Complaint
TAKEN FROM COMPLAINT FORM
With who and when have you discussed your concerns with the school?
TAKEN FROM COMPLAINT FORM

What response or actions have the school made?
TAKEN FROM COMPLAINT FORM
What actions do you feel might resolve the problem at this stage?
TAKEN FROM COMPLAINT FORM
Investigation into actions:
DATES AND NOTES FROM MEETINGS/INTERVIEWS/EVIDENCE
Further action taken if required:
ACTIONS REQUIRED FOLLOWING INVESTIGATION
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APPENDIX C

Procedure for the conduct of a Stage 3 Governors’ Appeal Panel Hearing

The Chair of the panel should invite all parties (except any witnesses) into the
room, introduce them and explain the role of each person.
The Chair should explain to all present that the purpose of the Hearing is to review
the complaint and try to resolve it and achieve a reconciliation between the school
and the complainant. However, it may only be possible to establish the facts of a
situation and make recommendations about further action. The Chair will ensure
all present are aware that the decision of the panel is final.
The Chair should then ascertain whether the proposed procedure is acceptable. If
so, the meeting will proceed along the following lines
School staff member leaves the room
Complainant explains complaint to panel and any witnesses are called
Complainant questioned by the panel
Complainant sums up the complaint to the panel
Complainant leaves the room
School staff member is collected
School staff member is invited to explain school’s actions and any witnesses are
called
School staff member questioned by the panel
School staff member sums up school’s action and response to the complaint to the
panel
Further clarification from Complainant if required following this the Complainant
will be free to leave.
Further clarification from School staff member if required following this the School
staff member will be free to leave.
The Panel should make a decision or judgement on
o the validity of the complaint in whole or in part
o appropriate action to be taken by the School and / or parent
o and where appropriate, recommendations on changes to the
School’s systems or procedures to ensure similar problems do
not arise in the future

Who
Chair

Chair

Complainant
Panel
Complainant

School staff
member
Panel
School staff
member
Complainant
School staff
member
Panel

The decision or judgement will be confirmed in writing within 5 school working days.

Complaints Policy and Procedure March 2018

9

NB
If there is more than one complainant this procedure should be followed for each one in
turn, unless the complainants agree to the complaint being heard with all present in one sitting
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