
 

Cromwell Road, Hounslow, TW3 3QQ 

Grove Road Primary School  
 
 

COMPLAINTS PROCEDURES 

Introduction: 
 
The major i ty  o f  i ssues ra ised by  parents ,  the  communi ty  or  pup i ls ,  a re  
concerns  ra ther  than compla in ts .  A  concern  may be def ined as “an 
express ion o f  wor ry  or  doubt  over  an issue cons idered to  be impor tant  for  
wh ich  reassurances are  sought ” .  A  compla in t  may be genera l ly  def ined as  
“an express ion o f  d issat is fac t ion  however  made,  about  ac t ions  taken or  a  
lack  o f  ac t ion” .  
 
Th is  procedure  dea ls  w i th  compla in ts  but  the  under ly ing  pr inc ip le  is  tha t  
concerns  ought  to  be hand led,  i f  a t  a l l  poss ib le ,  w i thout  the  need for  
fo rmal  procedures.   I t  wou ld  be he lp fu l  i f  s ta f f  were  ab le  to  reso lve  issues 
on the spot ,  inc lud ing apo log is ing  where  necessary .   The requ i rement  to  
have a  compla in ts  procedure  need not  in  any way undermine e f fo r ts  to  
reso lve  the concern  in formal ly .    
 
In  most  cases,  the  c lass  teacher  or  the  ind iv idua l  de l iver ing  the serv ice  in  
the  case o f  ex tended schoo l  p rov is ion  wi l l  be  the f i rs t  to  be not i f ied  o f  the  
concern .  
 
Grove Road Pr imary  Schoo l  i s  commi t ted  to  tak ing concerns  ser ious ly  and 
wi l l  endeavor  to :  

•  Treat  concerns  w i th  cour tesy ,  respect  and fa i rness  a t  a l l  t imes 
•  Treat  concerns  in  conf idence 
•  Dea l  w i th  concerns  prompt ly  
•  Acknowledge rece ip t  o f  a  wr i t ten  concern  w i th in  ten  work ing days,  

and prov ide a  fu l l  rep ly  w i th in  20 work ing days.  
 
Compla in ts  procedures  shou ld  not  be used for  appea ls  and re fer ra ls  tha t  
fa l l  under  o ther  procedures and leg is la t ion  and which are  covered by  
o ther  gu idance,  inc lud ing:  
 

•  Admiss ions 
•  Exc lus ions  
•  Spec ia l  Educat iona l  Needs and Disab i l i t ies  
•  S ta f f  Gr ievances 
•  Ch i ld  Pro tec t ion  
•  Whis t leb lowing  
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There  is  in format ion  on page 8  o f  th is  po l icy  i f  you wish  to  compla in  about  
the  above procedures.  

 
Raising a concern or complaint.  
 
The Grove Road Pr imary  Schoo l  compla in ts  po l icy  has three main  s tages.  
 
Stage 1  –  ra is ing a  concern 
 
Parents  can ra ise  concerns  by  contac t ing  the i r  ch i ld ’s  c lass  teacher  in  the  
f i rs t  ins tance or  contac t ing  the phase leader .  Th is  cou ld  be in  person by  
appo in tment ,  by  le t te r ,  by  te lephone or  emai l  v ia  the  schoo l  o f f i ce  (0208 
570 6132 or  o f f i ce@groveroad.houns low.sch.uk) .  Many concerns  can be 
reso lved by  s imple  c la r i f i ca t ion  or  the  prov is ion  o f  in format ion  and i t  i s  
an t ic ipa ted that  most  compla in ts  w i l l  be  reso lved a t  th is  in formal  s tage.  
Sta f f  w i l l  take notes  o f  any  d iscuss ion on the schoo l ’s  “Parent /Carer  
Record  Form”  wh ich  w i l l  be  f i led  conf ident ia l l y .   
 
The compla inant  must  ra ise  the compla in t  w i th in  th ree months  o f  the  
inc ident  or ,  where  a  ser ies  o f  assoc ia ted inc idents  have occur red,  w i th in  
th ree months  o f  the  las t  o f  these inc idents .   Compla in ts  made outs ide o f  
th is  t imef rame wi l l  on ly  be cons idered i f  except iona l  c i rcumstances app ly .  
 
 
Stage 2  –  Formal  Stage  
 
The formal  procedures  w i l l  need to  be invoked when in i t ia l  a t tempts  to  
reso lve  the concern  prove unsuccessfu l  and the person ra is ing  the 
concern  remains  d issat is f ied  and wishes to  take the mat ter  fu r ther .   I t  i s  
impor tant  to  note  however ,  tha t  the  in formal  process is  not  a  compulsory  
s tep and there  may be occas ions when the compla inant  w ishes to  engage 
the formal  process s t ra ightaway.   Where th is  is  the  case,  the  schoo l  w i l l  
a t tempt  to  reso lve  the  compla in t  in terna l ly  th rough the s tages out l ined 
wi th in  th is  procedure .  
You shou ld  wr i te  to ,  emai l  o r  ca l l  the  schoo l  o f f i ce  w i th in  10 schoo l  
work ing days o f  ge t t ing  the in i t ia l  response.  You wi l l  need to  te l l  the  
schoo l  why you are  not  sa t is f ied  and what  you would  l i ke  the  schoo l  to  
do.  I t  i s  very  impor tant  tha t  you inc lude a  c lear  s ta tement  o f  the  ac t ions  
that  you wish the schoo l  to  take to  reso lve  your  concern .  
 
I t  shou ld  then be ra ised wi th  the  Headteacher /  Deputy  headteacher  (or  
the  Chai r  o f  Governors ,  i f  the  compla in t  i s  about  the  Headteacher )  to  
invest iga te  and respond to  you.  The compla in t  w i l l  be  logged,  inc lud ing 
the date  i t  was rece ived.  A meet ing  may be convened to  d iscuss the 
mat ter  fu r ther .  Th is  meet ing  w i l l  normal ly  take p lace wi th in  10 schoo l  
work ing days.  The a im wi l l  be  to  reso lve  the  mat ter  as  speed i ly  as  
poss ib le .   
The schoo l  w i l l  o f fe r  wr i t ten  feedback (w i th in  20 work ing days)  in  
response to  any compla in t  rece ived.   
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As wel l  as  address ing an ind iv idua l ’s  compla in t ,  the  process o f  l i s ten ing 
to  and reso lv ing compla in ts  w i l l  cont r ibu te  to  schoo l  improvement .   When 
ind iv idua l  compla in ts  are  heard ,  schoo ls  may ident i fy  under ly ing  issues 
that  need to  be addressed.    
 
The moni tor ing  and rev iew o f  compla in ts  by  the schoo l  and the Govern ing 
Board  can be a  usefu l  too l  in  eva luat ing  a  schoo l ’s  per formance.  
 
I f  you are  s t i l l  d issat is f ied  w i th  the  resu l t  a t  th is  s tage you wi l l  need to  
put  your  compla in t  and reasons why in  wr i t ing  addressed to  the  Cha i r  o f  
Governors ,  c /o  Grove Road Pr imary  Schoo l ,  Cromwel l  Road,  TW3 3QQ.  
A l l  Governor  Cor respondence wi l l  be  handed to  the  Cha i r  on  a  week ly  
bas is .  
 
Stage 3  –  Review Panel  
 
Any rev iew o f  the  process fo l lowed by  the  schoo l  o r  o f  the  invest iga t ion  o f  
the  compla in t  w i l l  be  conducted by  a  pane l  o f  3  members  o f  the  govern ing 
body.  Th is  w i l l  usua l ly  take p lace wi th in  10 schoo l  days  o f  rece ip t  o f  your  
request .  
 
The rev iew wi l l  normal ly  be conducted through a  cons idera t ion  o f  wr i t ten  
submiss ions,  but  reasonab le  requests  to  make ora l  representa t ions  
shou ld  be cons idered sympathet ica l ly .   
 
The pane l  w i l l  f i rs t  rece ive  wr i t ten  ev idence f rom the compla inant .  
The pane l  w i l l  then inv i te  representa t ives  o f  the  schoo l  (usua l ly  the  
Headteacher  or  the  Cha i r  o f  the  govern ing body pane l  tha t  has  
cons idered the mat ter ) ,  as  appropr ia te ,  to  make a  response to  the  
compla in t .  
The pane l  may a lso  have access to  the  records  kept  o f  the  process  
fo l lowed.  
 
The pane l  can:  
 

•  d ismiss  the  compla in t  in  who le  or  in  par t  
•  upho ld  the  compla in t  in  who le  or  in  par t  
•  ( i f  the  compla in t  i s  uphe ld  in  who le  or  in  par t )  dec ide on the 

appropr ia te  ac t ion  to  be taken to  reso lve  the  compla in t  
•  recommend changes to  the  schoo l ’s  sys tems or  procedures  to  

ensure  tha t  p rob lems o f  a  s imi la r  na ture  do not  reoccur .  
 
 
You and the schoo l  representa t ive(s)  w i l l  be  in formed in  wr i t ing  o f  the  
outcome,  usua l ly  w i th in  5  schoo l  days  o f  the  pane l  meet ing .  
 
N.B.  in  cases where the mat ter  concerns  the conduct  o f  the  head teacher ,  
the  head teacher  and Chai r  o f  governors  w i l l  be  in formed o f  the  
compla in t .  The cha i r  w i l l  a r range for  the  mat ter  to  be invest iga ted.  In  
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cases where the mat ter  concerns  the conduct  o f  a  member  o f  the  
govern ing body the member  w i l l  be  in formed o f  the  compla in t .  
 
The governor ’s  compla in ts  pane l  i s  the  las t  schoo l -based s tage o f  the  
compla in ts  process.  Th is  procedure  shou ld  l im i t  the  number  o f  compla in ts  
tha t  become pro t rac ted.   However ,  there  w i l l  be  occas ions when,  desp i te  
a l l  s tages o f  the  procedure  hav ing been fo l lowed,  the  compla inant  
remains  d issat is f ied .   I f  the  compla inant  t r ies  to  reopen the same issue,  
the  Chai r  o f  the  Govern ing Board  shou ld  in form them in  wr i t ing  tha t  the  
procedure  has been exhausted and that  the  mat ter  is  now c losed,  and 
prov ide them wi th  contac t  de ta i ls  fo r  the  Depar tment  fo r  Educat ion v ia  the  
DFE Help l ine  on 0370 000 2288.  
 
 
I f  a t  any  t ime the compla inant  w ishes to  w i thdraw the i r  compla in t ,  they  
w i l l  be  asked to  conf i rm th is  is  wr i t ing  and the w i thdrawal  w i l l  be  
acknowledged by  the  schoo l .  

  



 

5 

ANNEX TO COMPLAINTS POLICY 
 

Policy for dealing with unreasonably persistent complaints,  
harassment or aggression 

 
 
The headteacher  and s ta f f  dea l  w i th  spec i f i c  compla in ts  as  par t  o f  the i r  
day- to-day management  o f  the  schoo l  in  accordance wi th  the  schoo l ’s  
compla in ts  procedure .  
The major i ty  o f  compla in ts  are  hand led in  an in formal  manner  and are  
reso lved qu ick ly ,  sens i t i ve ly  and to  the  sa t is fac t ion  o f  the  compla inant .  
The schoo l  i s  ex t remely  commi t ted to  promot ing pos i t i ve  re la t ionsh ips  
w i th  a l l  members  o f  the  schoo l  communi ty ,  regard less  o f  age,  sex ,  
re l ig ion ,  ab i l i t y  o r  cu l tu re  and i t  we lcomes the oppor tun i ty  to  address  and 
reso lve  issues that  may ar ise .  
 
However ,  there  are  rare  occas ions when compla inants  behave in  an 
unreasonab le  manner  when ra is ing  and/or  pursu ing concerns .  The 
consequences are  tha t  the  ac t ions  o f  the  compla inants  beg in  to  impact  
negat ive ly  on the day- to-day runn ing o f  the  schoo l  and d i rec t ly  or  
ind i rec t ly  the  overa l l  we l l -be ing o f  the  ch i ld ren or  s ta f f  in  the  schoo l .  In  
these except iona l  c i rcumstances the schoo l  may take ac t ion  in  
accordance wi th  th is  po l icy .  
 
 
1.  What  does the school  expect  of  any person wishing to  ra ise a  
concern? 
 
The schoo l  expects  anyone who wishes to  ra ise  concerns  wi th  the  schoo l  
to :  

•  t rea t  a l l  members  o f  the  schoo l  communi ty  w i th  cour tesy  and 
respect ;  

•  respect  the  needs o f  pup i ls  and s ta f f  w i th in  the  schoo l ;  
•  avo id  the  use o f  v io lence,  or  th reats  o f  v io lence,  towards peop le  or  

proper ty ;  
•  avo id  any aggress ion or  verba l  abuse;  
•  recogn ise  the t ime const ra in ts  under  wh ich  members  o f  s ta f f  in  

schoo l ’s  work  and a l low the schoo l  a  reasonab le  t ime to  respond to  
a  compla in t ;  

•  recogn ise  tha t  reso lv ing a  spec i f i c  prob lem can somet imes take 
t ime;  

•  fo l low the schoo l ’s  compla in ts  procedure  (and for  s ta f f  members  to  
fo l low the appropr ia te  in terna l  s ta f f  p rocedure) .  

 
 
2.  What  do we mean by 'unreasonably  persistent  complainants’? 
 
For  the  purpose o f  th is  po l icy ,  an  unreasonab ly  pers is tent  compla inant  
may be anyone who engages in  unreasonab le  behav iour  when mak ing a  
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compla in t .  Th is  w i l l  inc lude persons who pursue compla in ts  in  an 
unreasonab le  manner .  
Unreasonab le  behav iour  may inc lude the fo l lowing (not  an exhaust ive  
l i s t ) :  

•  ac t ions  wh ich  are  obsess ive ,  pers is tent ,  harass ing,  p ro l i f i c ,  
repet i t ious ;  

•  p ro l i f i c  cor respondence or  excess ive  e-mai l  o r  te lephone contac t  
about  a  concern  or  compla in t ;  

•  uses f reedom of  in format ion  requests  excess ive ly  and unreasonab ly ;  
•  an  ins is tence upon pursu ing unsubstant ia l  compla in ts  and/or  

unrea l is t ic  o r  unreasonab le  outcomes;  
•  an  ins is tence upon pursu ing compla in ts  in  an unreasonab le  manner ;   
•  an  ins is tence on on ly  dea l ing  w i th  the  headteacher  on a l l  occas ions 

i r respect ive  o f  the  issue and the leve l  o f  de legat ion  in  the  schoo l  to  
dea l  w i th  such mat ters ;  

•  an  ins is tence upon repeated ly  pursu ing a  compla in t  when the 
outcome is  not  sa t is fac tory  to  the  compla inant  but  cannot  be 
changed,  fo r  example ,  i f  the  des i red outcome is  beyond the remi t  o f  
the  schoo l  because i t  i s  un lawfu l .  

•  mak ing what  appears  to  be ground less  compla in ts  about  s ta f f  
dea l ing  w i th  the  compla in t  and seek ing to  have them rep laced.  

•  abus ive  or  th reaten ing behav iour  or  language towards schoo l  s ta f f .  
•  fa i l ing  to  spec i fy  grounds o f  the  compla in t ,  desp i te  o f fe rs  o f  

ass is tance f rom the schoo l .  
 
 
3.  What  is  harassment?  
 
We regard  harassment  as  inc lud ing the unreasonab le  pursu i t  o f  i ssues or  
compla in ts  par t icu lar ly  i f  the  mat ter  appears  to  be pursued in  a  way 
in tended to  cause persona l  d is t ress ,  ra ther  than to  seek a  reso lu t ion .  
Behav iour  may fa l l  w i th in  the  scope o f  th is  po l icy  i f :  

•  i t  appears  to  be de l ibera te ly  ta rgeted a t  one or  more members  o f  
schoo l  s ta f f  o r  o thers ,  w i thout  good cause;  

•  the  way in  wh ich a  compla in t  o r  o ther  issue is  pursued (as  opposed 
to  the  compla in t  i t se l f )  causes undue d is t ress  to  schoo l  s ta f f  o r  
o thers ;  

•  i t  has  an un jus t i f iab ly  s ign i f i cant  and d ispropor t ionate  adverse 
e f fec t  on  the  school  communi ty .  

 
 
4 .  What  are  the school ’s  responses to  unreasonably  persistent  
complaints  or  harassment?  
 
Th is  po l icy  is  in tended to  be used in  con junct ion  w i th  the  schoo l ’s  
compla in ts  procedure .  
Taken together ,  these documents  se t  out  how we wi l l  a lways seek to  work  
w i th  parents ,  carers  and o thers  w i th  a  leg i t imate  compla in t  to  reso lve  a  
d i f f i cu l ty .  
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However ,  in  cases o f  unreasonab ly  pers is tent  compla in ts  or  harassment ,  
the  schoo l  may take some or  a l l  o f  the  fo l lowing s teps,  as  appropr ia te :  

•  in form the compla inant  in formal ly  tha t  h is /her  behav iour  is  now 
cons idered by  the  schoo l  to  be unreasonab le  or  unacceptab le ,  and 
request  a  changed approach;  

•  in form the compla inant  in  wr i t ing  tha t  the  schoo l  cons iders  h is /her  
behav iour  to  fa l l  under  the  te rms o f  the  unreasonab ly  pers is tent  
compla in ts /  harassment  po l icy ;  

•  requ i re  any fu ture  meet ings  w i th  a  member  o f  s ta f f  to  be conducted 
wi th  a  second person present .  In  the  in teres ts  o f  a l l  par t ies ,  no tes  
o f  these meet ings  may be taken;  

•  in form the compla inant  tha t ,  except  in  emergenc ies ,  the  schoo l  w i l l  
respond on ly  to  wr i t ten  communicat ion  and that  these may be 
requ i red to  be channe led through a  th i rd  par ty  chosen by  the  schoo l ,  
fo r  example  the loca l  au thor i ty  or  lega l  team;  

•  in form the compla inant  tha t ,  w i th  the  except ion  o f  u rgent  
communicat ion  regard ing the i r  ch i ld  in  schoo l ,  the  schoo l  w i l l  
respond to  the i r  cor respondence on a  6  week ly  bas is  on ly ;  

•  take lega l  adv ice  on purs ing a  case under  ant i -harassment  
leg is la t ion .  

 
 
5.  What  i f  I  have a  new complaint  to  make? 
 
Leg i t imate  new compla in ts  w i l l  a lways be cons idered in  an appropr ia te  
t ime f rame,  even i f  the  person mak ing them is  (or  has  been)  sub jec t  to  
the  unreasonab ly  pers is ten t  compla in ts /  harassment  po l icy .  The schoo l  
never the less  reserves the  r igh t  no t  to  respond to  communicat ions  f rom 
ind iv idua ls  whose conduct  fa l l s  w i th in  the  scope o f  th is  po l icy .  
 
6.  Physical  or  verbal  aggression 
 
The govern ing body wi l l  no t  to le ra te  any form of  phys ica l  o r  verba l  
aggress ion aga ins t  members  o f  the  schoo l  communi ty .  I f  there  is  
ev idence o f  any  such aggress ion the school  may:  

•  ban the ind iv idua l  f rom enter ing  the  schoo l  s i te ,  w i th  immedia te  
e f fec t  (p lease a lso  see Parenta l  Conduct  Po l icy)  

•  request  an ant i -soc ia l  behav iour  order  (ASBO);  
•  take lega l  adv ice  on purs ing a  case under  ant i -harassment  

leg is la t ion ;  
•  ca l l  the  po l ice  to  remove the ind iv idua l  f rom the premises,  under  

powers  prov ided by  The educat ion  ac t  1996.  
 
 
7.  Right  of  appeal  
 
A l l  persons who are  not i f ied  by  the  schoo l  tha t  they  are  be ing dea l t  w i th  
under  th is  procedure  have the r igh t  o f  appea l .  Appea ls  must  be 
addressed to  the  cha i r  o f  governor  under  conf ident ia l  cover ,  care  o f  the  
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schoo l .  The cha i r  o f  governors  w i l l  cons ider  each appea l  on  i ts  mer i ts ,  
consu l t ing  w i th  the  headteacher  as  appropr ia te .  The outcome of  the  
appea l  shou ld  be not i f ied  to  the  appe l lan t  and cop ied to  the  headteacher  
w i th in  10 work ing days o f  rece ip t .  
 
 
Date  o f  Approva l :  September  2020 
 
Date  fo r  Rev iew:  September  2023 
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COMPLAINTS NOT COVERED BY THIS POLICY. 
 

EXCEPTIONS WHO TO CONTACT 

• Admissions to schools  
 
 

• Statutory assessments of Special 
Educational Needs (SEN)  

 
• School re-organisation proposals  

 
• Matters likely to require a Child Protection 

Investigation 

Concerns should be raised direct with local 
authorities (LA). 0208 583 2711 
 
SEN Complaints should be made directly with the 
Local Authority SEN team on: 0208 583 2672 
 
Contact the Local Authority: 0208 583 2000 
 
 
Contact children’s services on: 0208 583 6600 

 
• Exclusion of children from school 

 

Initially to the Chair of Governors: 
ewaller5.313@lgflmail.org 
 
You may wish to contact Mrs Hilary Baker, Principal 
Case Officer, Exclusions & Fair Access at London 
Borough of Hounslow on 0208 583 2784.  
Alternatively, you can write to her at Access & 
Inclusion, Children’s Services & Lifelong Learning, 
London Borough of Hounslow, Civic Centre, 
Lampton Road, Hounslow, Middlesex TW3 4DN or 
by email to exclusions@hounslow.gov.uk 
 

 
• Whistleblowing 

 

The school has its own whistleblowing procedure for 
staff and voluntary staff to follow.  
Other concerns can be raised direct with Ofsted by 
telephone on: 0300 123 3155, via email at: 
whistleblowing@ofsted.gov.uk or by writing to:  
WBHL, Ofsted  
Piccadilly Gate  
Store Street  
Manchester M1 2WD.  
 
The Department for Education is also a prescribed 
body for whistleblowing in education. 

• Staff grievances and disciplinary procedures  

 

The school has a Staff Code of Conduct and 
Disciplinary Policy which sets out clearly the process 
for dealing with these complaints. 
 
Complainants will not be informed of the outcome of 
any investigation. 

• Complaints about services provided by other 
providers who may use school premises or 
facilities. 

Providers should have their own complaints 
procedure to deal with complaints about service. 
They should be contacted directly and you can 
obtain their details from the school office. 
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APPENDIX – ROLES AND RESPONSIBILITIES 
 
The complainant  
 
The compla inant  or  person who makes the compla in t  w i l l  rece ive  a  more 
e f fec t ive  response to  the  compla in t  i f  he /she:  -  
 
•  co-opera tes  w i th  the  schoo l  in  seek ing a  so lu t ion  to  the  compla in t ;  
•  expresses the compla in t  in  fu l l  as  ear ly  as  poss ib le ;  
•  responds prompt ly  to  requests  fo r  in format ion  or  meet ings  or  in  

agree ing the deta i ls  o f  the  compla in t ;  
•  asks  fo r  ass is tance as  needed;  
•  t rea ts  a l l  those invo lved in  the  compla in t  w i th  respect .  

 
 
The complaints  coordinator  (Headteacher)  
 
The compla in ts  coord inator  shou ld :  -  
 
•  ensure  tha t  the  compla inant  is  fu l l y  updated a t  each s tage o f  the  

procedure ;  
•  ensure  tha t  a l l  peop le  invo lved in  the  compla in t  p rocedure  w i l l  be  

aware o f  the  leg is la t ion  around compla in ts  inc lud ing the equa l i ty  ac t  
2010,  data  pro tec t ion  ac t  1998 and f reedom of  in format ion  ac t  2000;  

•  l ia ise  w i th  s ta f f  members ,  deputy  headteacher ,  cha i r  o f  governors  
and Governor  Serv ices  to  ensure  the  smooth  runn ing o f  the  
compla in ts  procedure ;  

•  keep records ;  
•  be  aware o f  i ssues regard ing:  -  

O  shar ing  th i rd  par ty  in format ion ;  
O  add i t iona l  suppor t  -  th is  may be needed by  compla inants  

when mak ing a  compla in t  inc lud ing in terpre ta t ion  suppor t .  
 
 
The invest igator  
The invest iga tor  is  the  person invo lved in  s tages 1  and 2  o f  the  procedure  
(o f ten  the Headteacher ,  deputy  headteacher  or  the  Cha i r  o f  Governors  i f  
the  compla in t  i s  about  the  Headteacher )   
 
The Invest iga tor ’s  ro le  can inc lude: -  
•  p rov id ing a  comprehens ive ,  open,  t ransparent  and fa i r  cons idera t ion  

o f  the  compla in t  th rough: -  
O  sens i t i ve  and thorough in terv iewing o f  the  compla inant  to  

es tab l ish  what  has happened and who has been invo lved;  
O  cons idera t ion  o f  records  and o ther  re levant  in format ion ;  
O  in terv iewing s ta f f  and ch i ld ren/young peop le  and o ther  

peop le  re levant  to  the  compla in t ;  
O  ana lys ing in format ion ;  
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•  e f fec t ive ly  l ia is ing  w i th  the  compla inant  and the compla in ts  
coord inator  as  appropr ia te  to  c la r i fy  what  the  compla inant  fee ls  
wou ld  put  th ings  r igh t ;  

•  ident i fy ing  so lu t ions  and recommending courses o f  ac t ion  to  reso lve  
prob lems;  

•  be ing mindfu l  o f  the  t imesca les  to  respond;  and respond ing to  the  
compla inant  in  p la in  and c lear  language.  

•  The person invest iga t ing  the compla in t  shou ld  make sure  tha t  they  
conduct  in terv iews wi th  an open mind and be prepared to  pers is t  in  
the  quest ion ing;  

•  keep notes  o f  in terv iews or  ar range for  an independent  note  taker  to  
record  minutes  o f  the  meet ing .  

 
The panel  c lerk  ( th is  could be c lerk  to  the governors or  the 
complaints  coordinator)  
 
 
The c lerk  is  the  contac t  po in t  fo r  the  compla inant  fo r  the  pane l  meet ing  
and is  expected to :  -  
 
•  se t  the  date ,  t ime and venue o f  the  pane l  meet ing,  ensur ing  that  the  

dates  are  conven ient  to  a l l  par t ies  and that  the  venue and 
proceed ings are  access ib le ;  

•  co l la te  any wr i t ten  mater ia l  and send i t  to  the  par t ies  in  advance o f  
the  pane l  meet ing ;  

•  meet  and welcome the par t ies  as  they  ar r ive  a t  the  meet ing ;  
•  record  the  proceed ings;  
•  c i rcu la te  the  minutes  o f  the  pane l  meet ing ;  
•  no t i fy  a l l  par t ies  o f  the  pane l ’s  dec is ion ;  
•  l ia ise  w i th  the  compla in ts  coord inator .  

 
 
The panel  chair  
 
The pane l  cha i r  has  a  key  ro le  in  ensur ing  that :  -  
 
•  the  meet ing  is  minuted;  
•  the  remi t  o f  the  pane l  i s  exp la ined to  the  compla inant  and both  they 

and the schoo l  have the oppor tun i ty  o f  pu t t ing  the i r  case wi thout  
undue in ter rupt ion ;  

•  the  issues are  addressed;  
•  key  f ind ings o f  fac t  a re  made;  
•  parents /carers  and o thers  who may not  be used to  speak ing a t  such 

a  meet ing  are  put  a t  ease –  th is  is  par t icu lar ly  impor tant  i f  the  
compla inant  is  a  ch i ld /young person;  

•  the  hear ing is  conducted in  an in formal  manner  w i th  eve ryone 
t reated wi th  respec t  and cour tesy ;  

•  the  layout  o f  the  room wi l l  se t  the  tone –  care  is  needed to  ensure  
the set t ing  is  in formal  and not  adversar ia l ;  

•  the  pane l  i s  open-minded and ac ts  independent ly ;  
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•  no  member  o f  the  pane l  has  an ex terna l  in teres t  in  the  outcome o f  
the  proceed ings or  any invo lvement  in  an ear l ie r  s tage o f  the  
procedure ;  

•  bo th  the  compla inant  and the schoo l  a re  g iven the oppor tun i ty  to  
s ta te  the i r  case and seek c la r i ty ;  

•  wr i t ten  mater ia l  i s  seen by  everyone in  a t tendance –  i f  a  new issue 
ar ises  i t  wou ld  be usefu l  to  g ive  everyone the oppor tun i ty  to  
cons ider  and comment  upon i t ;  th is  may requ i re  a  shor t  ad journment  
o f  the  hear ing ;  

•  l ia ise  w i th  the  c le rk  and compla in ts  coord inator .  
 
 
Panel  member 
 
Panel is ts  w i l l  need to  be aware that :  -  
 
•  i t  i s  impor tant  tha t  the  rev iew pane l  meet ing  is  independent  and 

impar t ia l ,  and that  i t  i s  seen to  be so;  
•  No governor  may s i t  on  the  pane l  i f  they  have had a  pr io r  

invo lvement  in  the  compla in t  o r  in  the  c i rcumstances sur round ing i t .  
•  the  a im o f  the  meet ing ,  wh ich  w i l l  be  he ld  in  pr iva te ,  w i l l  a lways be 

to  reso lve  the  compla in t  and ach ieve reconc i l ia t ion  between the 
schoo l  and the compla inant ;  

•  However ,  i t  must  be recogn ised that  the  compla inant  might  not  be  
sat is f ied  w i th  the  outcome i f  the  hear ing  does not  f ind  in  the i r  
favour .  I t  may on ly  be poss ib le  to  es tab l ish  the  fac ts  and make 
recommendat ions  wh ich w i l l  sa t is fy  the  compla inant  tha t  h is  or  her  
compla in t  has  been taken ser ious ly .  

•  many compla inants  w i l l  fee l  nervous and inh ib i ted  in  a  fo rmal  
se t t ing ;  
Parents /carers  o f ten  fee l  emot iona l  when d iscuss ing an issue that  
a f fec ts  the i r  ch i ld .  The pane l  cha i r  w i l l  ensure  tha t  the  proceed ings 
are  as  we lcoming as  poss ib le .  

•  ex t ra  care  needs to  be taken when the compla inant  is  a  ch i ld /young 
person and present  dur ing  a l l  o r  par t  o f  the  hear ing ;  

 
Care fu l  cons idera t ion  o f  the  a tmosphere  and proceed ings wi l l  
ensure  tha t  the  ch i ld /young person does not  fee l  in t imidated.  The 
pane l  shou ld  respect  the  v iews of  the  ch i ld /young person and g ive  
them equa l  cons idera t ion  to  those o f  adu l ts .  
I f  the  ch i ld /young person is  the  compla inant ,  the  pane l  shou ld  ask  in  
advance i f  any  suppor t  i s  needed to  he lp  them present  the i r  
compla in t .  Where the ch i ld /young person ’s  parent  is  the  
compla inant ,  the  pane l  shou ld  g ive  the  parent  the  oppor tun i ty  to  say  
wh ich  par ts  o f  the  hear ing ,  i f  any ,  the  ch i ld /young person needs to  
a t tend.  The parent  shou ld  be adv ised however  tha t  agreement  might  
not  a lways be poss ib le  i f  the  parent  w ishes the ch i ld /young person 
to  a t tend a  par t  o f  the  meet ing  wh ich  the  pane l  cons iders  not  to  be 
in  the  ch i ld /young person ’s  best  in teres ts .  

•  the  we l fare  o f  the  ch i ld /young person is  paramount .  
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1. All Complaints addressed to  

CLASS TEACHER in the first 
instance. 

2.CLASS TEACHER given time to investigate first 
and then feedback to parents ASAP. 

OUTCOME RESOLVED? 

YES 
End of 

complaint. 

3. FORMAL STAGE: Complaint to be addressed in writing to the HEADTEACHER 
VIA EMAIL OR POST (to the Chair of Governors if the complaint is about the 
headteacher) stating clearly what actions you are looking for to resolve your 
concern. Head given 10 days to respond in writing. If still not resolved, then 

moves to next stage.  

END OF COMPLAINT 

No 
Complaint 
moves to 

next stage. 

5. Complaint addressed to CHAIR OF GOVERNORS in writing 
for an independent panel of governors to investigate the 

process in which the complaint has been handled. The panel 
offer the deciding and final decision.  

 


