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Cranborne Middle School  

Complaints Policy 

 
Introduction 
 
Governing Boards of all maintained schools in England are required, under Section 29 of the 
Education Act 2002 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. The law also 
requires the procedure to be publicised which is done via the school website 
www.cranbornemid.dorset.sch.uk  and information given to parents as their child joins the 
school. 
 
Definition: A complaint may be generally defined as ‘an expression of dissatisfaction or 
disquiet which requires a response’. 

 

Informal complaints – Cranborne Middle School takes informal concerns seriously and will 

make efforts to resolve matters earliest stage possible. 

 

Formal complaints -  Formal procedure will be invoked when initial attempts to resolve 

the issue are unsuccessful and the person raising the concern remains dissatisfied and 

wishes to take the matter further. 

 
Scope:  All matters relating to the actions of staff and application of school procedures where 
they affect the individual pupils concerned.  
 
This complaints procedure should only apply where the complaint is to do with the running of the 
school and the application of its policies and procedures. 
 
This policy does not relate to the following: 

 
Complaints which are to do with admissions, exclusions, special educational needs, school 
reorganisation proposals, matters likely to require Child protection Investigation, whistle blowing, 
staff grievances and disciplinary procedures, complaints related to services of outside providers, 
as these are subject to separate statutory complaints procedures. (Dorset Local Authority 
(LA)telephone numbers for guidance relating to such complaints can be found on the county 
website www.dorsetforyou.com) 

Who can make a Complaint? 

 

Any person may make a complaint to the school if the school is directly responsible for the 

issue being complained about. It is not limited to parents with children registered at the 

school and schools cannot refuse to deal with a complaint once the child has been removed 

from the school register. 

 

 

http://www.legislation.gov.uk/ukpga/2002/32/contents


 

 

  

   

Anonymous Complaints 

 

The Headteacher and Chair of Governors will determine whether the gravity of an anonymous 

complaint warrants its investigation. 

 
 
General Principles: 
 

 The procedure(s) are designed to ensure that, wherever possible, an informal 
resolution is achieved. 
 

 The Policy and procedures will be written in such a way as to be accessible and 
publicised on the school website. 

  

 All stages of the complaints procedure should be investigatory rather than 
adversarial. 

 

 The Policy and procedures will be impartially applied and no group with protected 
characteristics will be excluded from making a complaint. 

 

 The procedure is intended to be extended to those persons who may have a 
legitimate complaint relating to the school. It is anticipated that, primarily, these 
persons will be parents/carers, as defined by Section 576 of the Education Act 
1996, and the Children Act 1989.  but is not exclusively for such persons 

 

  The procedures should allow swift handling of complaints within established, 
clear time-limits for action and keeping all involved informed of progress. 
 

 Ensure that the investigation is full and fair utilising an independent person where 
necessary. 
 

 Respect people's desire for confidentiality where possible. 
 

 Address all relevant points within the issue and demonstrate effective response 
and appropriate actions where necessary. 
 

 Demonstrate that actions required to address the complaint impact on the school 
services where appropriate. 
 

 The Policy, Procedures and any actions will demonstrate due regard to The 
Equality Act 2010. 
 

N.B. Complaints that have already been investigated and reported upon cannot be reconsidered. 
 

Concurrent Considerations; 
 
Should Legal, safeguarding or disciplinary proceedings occur during the course of a complaint 
these may take precedence over complaints procedures and timescales. 

 
 
 

Part A: Complaints about the actions of a member of staff other than the headteacher 
 

Informal complaints 
 

The school takes all complaints very seriously and it is hoped that most, if not all of them can be 
resolved at an informal level thus preventing escalation to the formal procedure. 
If you have a concern please raise it with an appropriate member of staff. Initially this will 
probably be the class tutor or subject teacher. The member of staff will either deal with the issue 
themselves or pass it to a more appropriate member of staff.  



 

 

  

   

 
If you consider that your concern is of a more serious nature it should be raised with a member 
of the Senior leadership team. 

 
The member of staff with whom the issue is raised will start the recording process for the issue. 

 

 Date of receipt 

 Summary of the complaint 

 Action taken, this may include transfer of the process to another staff member in which 

case this date and handover must be recorded as paperwork is transferred. 

 Brief notes of any discussions/telephone calls concerning the progress of the 
complaint including dates, duration and participants. 

 If  a  staff member i s  subject to a complaint they should be informed by the 

Headteacher as soon as possible. 

 Minutes of any meetings 

 Final outcome notified to complainant 

 Learning from complaints 
 
 
All functions of the complaints procedure should be mindful of the requirements of the Data 
protection Act 1998 and the Freedom of information Act 2000. 
Records of complaints, actions taken and records of these will be held in a secure file by the 
Headteacher or other designated member of the senior leadership team. 
 
 

    In advising the complainant of the outcome of their complaint it is important to be 
circumspect but honest in the information provided. To do otherwise might be prejudicial 
to a pupil or a staff member and thus contravene their rights. 

 
 

 In the event that a complainant believes that the appropriate procedures have not been 
followed by the person dealing with their complaint, the complainant may make request 
that the Governing Body review the process that has been followed in order to verify 
whether the procedure has been adhered to.  Any review request that is based solely on 
dissatisfaction with the outcome, rather than any identified failure to deal with a complaint 
according to procedure, will not be accepted. 

 

 Any governors involved in the process will have received prior training for their role. 
 

 If the complainant believes that the school is acting unreasonably, they may make a 
complaint to the Secretary of State under sections 496 and 497 of the 1996 Education 
Act. 

 

 A complaint must normally be raised within 3 months of the event to which it relates. 
 

 Timescales may vary due to circumstance such as holidays etc but the school will begin 
to investigate a complaint within five working days of receipt.  

 

 The complainant will be informed of progress within ten working days and at stated points 
after this. Reporting may be  by telephone or in written form. All investigations will be 
completed as soon as is reasonably practicable. 
 
 

Formal Stage 
 

Stage 1: If the complaint is not resolved at the informal stage, the complainant must put the 
complaint in writing and send it to the Headteacher, who will be responsible for its investigation.  
The Headteacher will acknowledge, in writing, receipt of the complaint within three working days. 
 



 

 

  

   

The complainant should include details which might assist the investigation, such as names of 
potential witnesses, dates and times of events, and copies of relevant documents. The 
Headteacher may also want to  meet with the complainant to clarify points. 
 
The Headteacher will collect such other evidence as is deemed necessary. Where this involves 
an interview with a member of staff, who is the subject of the complaint, that member of staff 
may be accompanied by a friend or representative if he/she wishes. 
 
 
 
The investigation will begin as soon as possible and when it has been concluded, within no more 
than ten working days of receipt, the complainant, and the member of staff concerned, will be 
informed in writing of the outcome. This may be to the effect that: 
 

 There is insufficient evidence to reach a conclusion, so the complaint cannot be upheld 
 

 The concern is not substantiated by the evidence 
 

 

 The concern was substantiated in part or in full. Some details may then be given of 
action the school may be taking to review procedures etc… but details of the 
investigation or of any disciplinary procedures will not be released. 
 

 The matter has been fully investigated and that appropriate procedures are being 
followed, which are strictly confidential. [e.g. where staff disciplinary procedures are 
being followed] 

 
The complainant will be told that consideration of their complaint by the headteacher is now 
concluded.  
 
Stage 2: If the complainant is not satisfied with the manner in which the process has been 
followed, the complainant may request that the Governing Body review the process followed by 
the Headteacher in handling the complaint. Any such request must be made in writing within two 
weeks of receiving notice of the outcome from the Headteacher, and include a statement 
specifying any perceived failures to follow the procedure. 
 
If the complainant considers that the decision of the Headteacher is perverse, or that the 
Headteacher has acted unreasonably in considering the complaint, then the complainant may 
bring a complaint against the Headteacher. This will provide an opportunity for the evidence to 
support such a complaint to be investigated. 
 
 
Part B: Complaining about the actions of the Headteacher 
 
1) Informal stage 
The complainant is usually expected to arrange to speak directly with the headteacher.  Many 
concerns can be resolved by simple clarification or the provision of information. If the matter is 
not resolved, and if both parties agree, then a third party may be invited to act as a mediator at a 
further meeting. A refusal, unreasonably, to attempt an informal resolution may result in the 
procedure being terminated forthwith. 
 
2) Formal Stage 
If the complaint is not resolved at the informal stage the complainant must put the complaint in 
writing to the Chair of the Governing Body. The complainant should include details which might 
assist the investigation, such as names of potential witnesses, dates and times of events, copies 
of relevant documents etc. The Chair of Governors

 
will, in consultation with another appropriate 

Governor, determine which of the agreed school procedures to invoke.  (If the Chair and other 
appropriate Governor consider that the complaint is more appropriate to another policy and 
procedure e.g. Disciplinary these procedures will be invoked).  
If it is determined that the complaint is within the remit of these procedures, the Chair

 
will arrange 

for its investigation. The receipt of the complaint by the Chair of Governors and the procedure to 



 

 

  

   

be used will be notified within three working days and the complainant will be invited to meet with 
the Chair and/or other agreed Governor

 
to present oral evidence or to clarify the complaint.  

 
The Chair and/or other agreed Governor

 
will collect such other evidence as is deemed 

necessary. This may include the interviewing of witnesses and others who may provide relevant 
information.  
 
The headteacher will be provided with a copy of the complaint and any additional evidence 
presented by the complainant or collected. Once there has been an opportunity for the 
headteacher to consider this, he/she will be invited to meet separately with the Chair

 
and/or other 

agreed Governor, in order to present written and oral evidence in response. The headteacher 
may be accompanied at this meeting by a friend or representative.  
 
When the investigation has been concluded, the complainant and the headteacher will be 
informed in writing of the outcome. The complainant will not be informed of any 
disciplinary/capability action.  
 
The complainant will be told that consideration of their complaint by the Chair

 
and/or agreed 

Governor is now concluded.  
 
If the complainant is not satisfied with the manner in which the process has been followed, or 
considers that the decision of the Chair and/or other agreed Governor is unfair, or that the Chair 
and/or other agreed Governor

 
has acted unreasonably in considering the complaint, then the 

complainant may request that the Governing Body review the handling of the complaint by the 
Chair.  Any such request must be made in writing within ten working days of receiving notice of 
the outcome from the initial investigation, and include a statement specifying any perceived 
failures. 
 
 
Part C: Review Process 

 

Any review of the process followed by the Headteacher
 
or the Chair and/or other agreed 

Governor shall be conducted by a panel of three members of the Governing Body none of whom 

have prior knowledge of the complaint or the management of it. 

 

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

reasonable requests to make oral representations should be considered sympathetically.  

 

The panel will first receive written evidence from the complainant. They will then set a timetable 

for a hearing and will notify the Complainant of this. The review hearing will be convened no 

more than twenty school days after the request was received.  

 

The panel will then invite the Headteacher or the Chair
 
and/or other agreed Governor, as 

appropriate, to make a response to the complaint at a private hearing. Any witnesses, other than 

the complainant, Headteacher and Governors involved who will hear all evidence presented, will 

only attend the part of the hearing at which they give their evidence. 

 

The panel may also have access to the records kept of the process followed. 

 

The complainant, and the Headteacher or the Chair and/or other agreed Governor, as 
appropriate, will be informed, in writing, of the outcome of the committee's review within fifteen 
school days. 
  
This may be to the effect that: 
      

 Uphold the Complaint, in whole or in part.     
       

 Dismiss the complaint, in whole or in part. 



 

 

  

   

      
 The committee will decide on the appropriate action to be taken to resolve the complaint. 

     
 Where appropriate, recommend changes to the school's systems or procedures to 

prevent similar issues in the future.. 

 

 
 
If a complainant believes that the Governing Body has acted illegally or arbitrarily in handling the 
complaint, then the complainant may make representations to the Secretary of State for 
Education. 

 

 



 

 

  

   

 
 

 

 

 

 

 

 



 

 

  

   

 
 

 

 

 
 
 
 
 

 
 
 

 

 

 



 

 

  

   

Appendix 3: Roles and Responsibilities 

 

The Complainant 

 

The person making a complaint will receive a more effective response to the complaint if 
he/she:- 

 

 Co-operates with the school in seeking a solution to the complaint. 

 Expresses the complaint in full as early as possible. 

 Responds promptly to requests for information or meetings or in agreeing the details 

of the complaint. 

 Treats all those involved in the complaint with respect. 

 

Headteacher or other designated staff member  will:-  

 

 Ensure that all people involved in the complaint procedure should be aware of the 

legislation around complaints including the Equality Act 2010, Data Protection Act and 

Freedom of Information Act 

 Liaise with relevant persons to ensure the smooth running of the complaints procedure 

 Ensure appropriate accurate records are kept.  

 Be aware of issues regarding:- 

o Sharing third party information. 

o Additional support - this may be needed by complainants when making a 
                     complaint including interpretation support. 

 Ensure that the Complainant is fully updated at each stage of the procedure and that 

sometimes letters regarding the progress of the complaint may also need to be 

translated 

 

The Investigator 

 

The Investigator is the person involved in Stages 1 and 2 of the procedure. The 

Investigator’s role can include:- 

 Providing a comprehensive, open, transparent and fair consideration of the 

complaint through:- 

 
o Sensitive and thorough interviewing of the Complainant 

o Consideration of records and other relevant information 

o Interviewing with staff and children and other people relevant to the 
complaint 

o Analysing information 

 

 Effectively liaising with the Complainant and others involved 

 Identifying solutions and recommending courses of action to resolve problems 

 Be mindful of the timescales to respond to the Complainant in plain and clear 

language 



 

 

  

   

The Panel Clerk (this could be Clerk to the Governors) 

 

The Clerk is the contact point for the Complainant for the panel meeting 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 Panel Chair 

 
The Panel Chair has a key role in ensuring that:- 

 

 The meeting is minuted 

 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/carers and others who may not be used to speaking at such a hearing are put 

at ease. This is particularly important if the Complainant is a child/young person. 

 The hearing is conducted in an informal manner with each party treating the other 

with respect and courtesy 

 The layout of the room will set the tone and care is needed to ensure the setting is 

informal and not adversarial 

 The panel is open-minded and acts independently 

 No  member  of  the  panel  has  an  external  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 

 Liaise with the Panel Clerk  

 

Panel Member 

 
Panellists should be aware that:- 

 

 It is important that the review panel 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 

 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. 
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 

 An effective panel will acknowledge that many complainants feel nervous and inhibited 

in a formal setting. Parents/carers 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 

 

 Extra care needs to be taken when the Complainant is a child/young person. Careful 

consideration of the atmosphere and proceedings will ensure that the child/young person 

does not feel intimidated. The panel needs to be aware of the views of the child/young 

person and give them equal consideration to those of adults. Where the child/young 

person’s parent/carer is the Complainant, it would be helpful to give the parent/carer the 

opportunity to say which parts of the hearing, if any, the child/young person needs to attend. 

 

NB Governors sitting on the panel need to be clear about the complaints procedures.  
 
  



 

 

  

   

Appendix 4 –  Checklists 
 
Investigation Checklists 

 

The person investigating at each stage of the complaint will need to:- 

 

 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 – see Meeting with the Complainant 

Below. 

 Establish the outcomes that the Complainant is seeking and whether these are 

achievable through the complaints process. 

 Interview those involved in the matter and/or those complained of, allowing them to be 

accompanied if they wish. 

 Conduct  interviews  with  an  open  mind  and  be  prepared  to  persist  in  the 

questioning. 

 Keep notes of interviews. 

 

Meeting with Complainant 

The investigator will need to:- 

 

 Allow the Complainant to explain how they feel and express any strong emotions 

         – they should feel as if their complaint has been listened to. 

 Clarify the complaint and all its individual parts and produce a written record. 

 Ask what the Complainant is seeking regarding solution or outcomes. 

 Check whether the Complainant needs support of any kind, in order to 

understand the discussion properly. 

 Determine whether they need support during the process i.e. an advocate or any 

accessibility needs such as signer, hearing loop etc. 

 Read the background to the complaint and the relevant legal and administrative 

         policies and procedures. 

 Consider whether the complaint could be resolved without further investigation 

 Assess whether the complaints procedure is the most appropriate way of 

handling this complaint. 

Interviewing: Children 

 Children will be interviewed in the presence of another member of staff, or in the 

         case of serious complaints (e.g. where the possibility of criminal investigation         

         exists) in the presence of their parents/carers. 

 Care  should  be  taken  in  these  circumstances  not  to  create  an  intimidating 

atmosphere. 

 Children will be told what the interview is about and that they can have someone with 

them. 

Staff 

 

 Explain the complaint and your role clearly to the interviewee and confirm that they 

understand the complaints procedure and their role in it. 

 Staff are allowed a colleague to support them at their interview. The colleague must not 

be anyone likely to be interviewed themselves, including their line 

Manager. 



 

 

  

   

 Use open not leading questions. 

 Do not express opinions in words or attitude. 

 Ask single not multiple questions, i.e. one question at a time. 

 Try to separate ‘hearsay’ evidence from fact by asking interviewees how they know a 

particular fact. 

 Persist with questions if necessary. Do not be afraid to ask the same question 

twice. Make notes of each answer given. 

 Deal with conflicting evidence by seeking corroborative evidence. If this is not 

available, discuss with the Headteacher/ Chair of Governors the option of a meeting 

between the conflicting witnesses. 

 Make a formal record of the interview from the written notes as soon as possible while 

the memory is fresh. Show the interviewee the formal record, ask if he has anything to 

add, and to sign the record as accurate. 

 

Complaints Panel Checklist 

 

The panel will try to ensure that:- 

 

 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, outline their 

desired outcome and be followed by their witnesses. 

 The Headteacher may question the Complainant and the witnesses after each 

         has spoken. 

 The Headteacher is then invited to explain the school’s actions, their views on the desired 

outcomes 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. 

 The Chair explains that both parties will hear from the panel within 15 school days. 

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

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

  

   

Appendix 5 :   Policy regarding Unreasonable  Complainants/ Harassment in Schools 

 
The Headteacher and staff at Cranborne Middle School deal with specific complaints as part of 
their day-to-day management of the school in accordance with its Complaints Procedure. The 
majority of complaints are handled in an informal manner and are resolved quickly, sensitively 
and to the satisfaction of the complainant. 

 
Cranborne Middle School is committed to dealing with all complaints fairly and impartially and 
to providing a high quality service to those who complain and the school will not normally limit 
the contact complainants have with the school. However, there are occasions when 
complainants behave in an unreasonable manner when raising and/or pursuing their concerns 
and the school does not expect their staff to tolerate unacceptable behaviour. The school will 
take action to protect staff from that behaviour, including that which is abusive, offensive or 
threatening. 

 

In these circumstances the school may take action in accordance with this policy. 

 

Aims of this policy: 

 

 uphold the standards of courtesy and reasonableness that should characterise all 
communication between the School and persons who wish to express a concern or 
pursue a complaint; 
 

 support the well-being of students, staff and everyone else who has legitimate interest 

in the work of the School, including governors and parents; 
 

 

 deal fairly, honestly and properly with those who make persistent or vexatious 

complaints and those who harass members of staff in school while ensuring that other 

stakeholders suffer no detriment. 

 

 

Unreasonable Complaint definition: 

 

A  complaint  can  be  regarded  as  unreasonable  when  the  person  making  the 

complaint:- 

 

 Refuses to articulate their complaint or specify the grounds of a complaint or the 

outcomes sought by raising the complaint, despite offers of assistance 

 

 Refuses to co-operate with the complaints investigation process while still wishing 

their complaint to be resolved 
 

 

 Refuses to accept that certain issues are not within the scope of a complaints 

procedure 

 

 Insists on the complaint being dealt with in ways which are incompatible with the 

          adopted complaints procedure or with good practice 
 

 Introducing trivial or irrelevant information which the complainant  expects to be taken 

into account and commented on, or raising large numbers of detailed but unimportant 

questions and insisting they are fully answered often immediately and to their own 

timescales 

 

 Makes unjustified complaints about staff who are trying to deal with the issues, 

          and seeks to have them replaced 



 

 
 

 Changes the basis of the complaint as the investigation proceeds. 

 

 Repeatedly makes  the  same  complaint  (despite  previous  investigations  or responses 

concluding that the complaint is groundless or has been addressed). 
 

 

 Refuses to accept the findings of the investigation into that complaint where the school’s 

complaint process has been fully and properly implemented and exhausted including referral 

to the DfE. 

 

 Seeks an unrealistic outcome. 
 

 

 Has a history of making unreasonable complaints. 

 

 Makes excessive demands on school time by frequent, lengthy, complicated and stressful 

contact with staff regarding the complaint in person, in writing, by email and by telephone 

whilst the complaint is being dealt with. 
 

 

 Electronically recording meetings or conversations without the prior knowledge and consent 

of the other persons involved.. 

 
A complaint will also be considered unreasonable if the person making the complaint does so either 
face to face, by telephone or in writing or electronically:- 

 

 Maliciously 

 Aggressively 

 Using threats, intimidation or violence 

 Using abusive, offensive or discriminatory language 

 Knowing it to be false 

 Using falsified information 

 Acts in a persistent way by:- 

 

 Sending numerous letters; 

 Making multiple phone calls; 

 Sending multiple e-mails; 

 Leaving multiple voicemails; 

 Sending multiple text messages; 

 
 Publishing unacceptable information in a variety of media such as in social media 

websites and newspapers 

 

Action to be taken by the school 

 

Whenever possible, the Headteacher or Chair of Governors will discuss the concerns with the 

Complainant informally before invoking the procedure. This will be confirmed in writing. 

 

If the behaviour continues the Headteacher will write to the Complainant explaining that their 

behaviour is  unacceptable and is being considered under this policy. The letter will specify the 

behaviour considered to be unreasonable and asking them to change it. The Headteacher may also 

specify methods of communication and times in a communication plan. 

Any serious incident of aggression or violence the concerns and action will be put in 



 

 
 

writing immediately and the Police informed. 
 

Any legitimate new complaints will still be considered even if the person making them is, or has been, 

subject to the Policy for Dealing with Unreasonable Complaints. 

 

Review 

 

The School will review as appropriate, and at a minimum once in a school year, any sanctions applied 

in the context of this policy. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 

 
 
Appendix 6  : Schools Formal Complaint Form – Cranborne Middle School 
 

 
Please complete this form and return it to the Headteacher, who will acknowledge its receipt and inform 
you of the next stage in the procedure. 
 

 
Your Name:  ………………………………………………………… 
 
Relationship with school [ e.g. parent of  a pupil on the school’s roll ]:    
   ………………………………………………………… 
 
Pupil’s Name [ if  relevant to your complaint ]:       
  
  ………………………………………………………… 
 
Tutor Group:  ....................................................         Date of Birth:  .......  / ........  / ......... 
 
Your Address: 
  ………………………………………………………… 

  ………………………………………………………… 

  ………………………………………………………… 

  ………………………………………………………… 

 
Daytime Telephone Number:  …………………………………………………………  
     
Evening Telephone Number:  …………………………………………………………  
    
Email:       ………………………………………………………… 
 

 
Please give concise details of your complaint, [including dates, names of witnesses etc…], to allow the 
matter to be fully investigated: 
 
 
  
 
 
 
 
 
 
 
 
You may continue on separate paper, or attach additional paperwork, if you wish. 

 
Number of additional pages attached   = 

What action, if any, have you already taken to try to resolve your complaint? [i.e. who have you spoken 
with or written to and what was the outcome?] 
 
 
 
 



 

 
 

 
 
 
 
 
 

 

What impact has the action described had upon your child’s education and/or emotional wellbeing? 
 
 
 
 
 
 
 
 
 
 

 
 
Signature: 
 
 
Date: 
 

 
School use: 
 
Date Form received: 
 
Received by: 
 
Date acknowledgement sent: 
 
Acknowledgement sent by: 
 

 

 
Complaint referred to: 

   

 
Date: 

   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 

 
 
 
 
 
 
 

Appendix 7: Model Letters 
 

RESPONSE TO SPURIOUS COMPLAINANT 
 
Dear  
 
Following receipt of your communications and careful consideration of the same, I regret that I am unable 
to deal with this matter under the governing body’s General Complaints Procedure as: [Please select 
appropriate wording from the following] 
 

 You have not identified any specific actions of which you might complain   
 Your concerns are presented as conclusions rather than specific actions of which you complain.

           
 The concerns that you identify relate to historical actions and any evidence which might have 

enabled an objective investigation of your complaint is no longer available.  
          

 The substance of your complaint has been addressed under this procedure already. 
           

 The concerns that you raise do not fall within the scope of this procedure.   
 You have not identified any potential sources of evidence which might allow the matter to be 

investigated.          
 The school offered to resolve the matter informally and in my judgement you refused 

unreasonably to take advantage of this. 
 
If you wish my decision to be reviewed then you may take advantage of the review procedure outlined in  
the complaints procedure, by writing to the Clerk to the Governing Body. 
 
 
Yours sincerely, 
 
 
 
 
 
Headteacher 
Or Chair of Governing Body  
 



 

 
 

NOTIFICATION OF DECISION REGARDING GENERAL PARENTAL COMPLAINT 
 

 
 
Dear  
 
Following receipt of your complaint and careful consideration of all the available relevant evidence, I have 
concluded that: 
 

- There is insufficient evidence to reach a conclusion, so the complaint cannot be upheld. If 
you are able to provide additional evidence forthwith I/we will reconsider this decision. 

  OR          
   

- The concern is not substantiated by the evidence in that ……  

  OR          
  

- The concern was substantiated in part/in full, as ……….  The school will review its 
practices/procedures….... with the intention of avoiding any recurrence.  Parents will be 
informed in due course of any policy changes.   

  OR          
  

- In order to address fully the matters investigated, the school has initiated appropriate internal 
procedures. Due to the nature of these procedures, their outcome must remain strictly 
confidential. We are confident, however, that the circumstances that gave rise to your 
complaint should not recur. 

 
I hope that we may now put this matter behind us and work together for the benefit of your child’s 
progress. 
 
Yours truly 
 
    
 
 
Headteacher / Chair of Governing Body 
 
 
 
 
 
 
 
 



 

 
 

REVIEW OUTCOME NOTIFICATION 
 
 

Dear  
 
Having carefully considered your representations in the context of the relevant evidence, the Governing 
Body Complaints Review Panel has concluded that the General Complaints Procedure was followed 
appropriately in respect of your complaint in that …………… .   
 
Therefore, the matter is now closed as far as the school is concerned. 
 
Or 
 
Having carefully considered your representations in the context of the relevant evidence, the Governing 
Body Complaints Review Panel has concluded that the headteacher/ Chair of Governors followed the 
General Complaints Procedure except ………….. .  
 
Therefore, the following action will be taken ………. . 
 
Once this action has been completed the school will consider the matter to be closed. 
 
Or 
 
Having carefully considered your representations in the context of the relevant evidence, the Governing 
Body Complaints Review Panel has concluded that the headteacher/ Chair of Governors followed the 
General Complaints Procedure except that ………….. .  
 
We have determined that this procedural failure did not affect the outcome of the consideration of your 
complaint so, while we regret this error, we will now consider this matter to be closed as far as the school 
is concerned. 
 
 
Yours sincerely 
 
 
 
 
 
 
Chair of Complaints Review Panel 
 
 
c.c. Headteacher 
       Chair of Governors 

 
 
Reviewed June 2017 
 
Full Governing Body meeting July 2017 


