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1. Purpose 
The school wants all students and their families to be happy with the education the school 

offers and the policies and procedures followed. Most queries or concerns can be resolved 

satisfactorily through discussion or by providing clarification or further information. Parents or 

carers share day to day concerns about particular aspects of school life through informal 

conversations with staff. However, when a more serious concern is raised, the school has 

adopted a procedure that explains how to complain and what to expect in response. 

 

The purpose of this procedure is to ensure a fair and consistent approach to dealing with 

complaints, in the interests of all parties.  

2. Scope  
The Complaints Policy provides a supportive framework for dealing with all matters relating 

to the conduct and actions of staff and the application of school procedures as they affect 

individual students.  

 

Separate arrangements apply in relation to safeguarding, student admissions and 

exclusions. See Safeguarding Policy, Admissions Policy and Exclusions Policy.  

 

If a complaint is made about statutory provision in relation to special educational needs, the 

National Curriculum or collective worship, the complainant may appeal to the Headteacher - 

and then the Governing Board - if s/he is not satisfied with the school’s response.  

 

The procedure may be used by a parent, carer, local resident, or any person within the 

community who has a genuine interest in the school. An anonymous complaint will be 

considered but will not be investigated under the procedure unless there are exceptional 

circumstances.  

 

All complaints will be investigated by an appropriate person. Depending upon the nature of 

the complaint, this may be a teacher, a senior member of staff or the Headteacher or a 

Governor.  If the complaint is against the Headteacher, the Chair of Governors will 

investigate and may draw on the Local Authority (LA) for assistance or turn to the services of 

an independent investigator. Likewise, in the event that the complaint is against the Chair of 

Governors, the Vice Chair of Governors will investigate and may draw on the LA for 

assistance or turn to the services of an independent investigator.  

 

As part of any investigation, all relevant parties will be given an opportunity to comment. 

3. Principles  
Comments, concerns or complaints should be brought to the attention of the school as soon 

as possible. They will be dealt with:  

 fairly, thoroughly and speedily  

 safely - nobody will be victimised as a result of a complaint being made  

 efficiently and helpfully. 
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Outcomes could include:  

 an explanation or clarification  

 an apology from either party  

 an assurance, where appropriate, that the same thing will not happen again  

 action to put matters right. 

 

The school will endeavour to resolve the matter informally in the first instance, before moving 

to a more formal footing.   

4. Timescales  
Complaints should be raised as soon as possible and generally within three months of the 

incident. The school will consider complaints outside this time frame in exceptional 

circumstances. 

 

Where, for reasons beyond his/her control, such as the complexity of the complaint or the 

availability of witnesses etc., the Headteacher or Chair of Governors is unable to comply with 

the timescales outlined in this policy, he/she will inform the complainant within seven 

calendar days of receipt of the complaint when the outcome will be communicated.  

5. Procedure  
5.1. Part A:  Complaint relating to a member of staff, other than the 

Headteacher  

Stage 1 - Informal Stage  

Many areas of concern can be dealt with quickly and harmoniously through discussion. 

Any concerns or complaints should be referred initially to the member of staff concerned 

and this may be by letter, by telephone or in person by an appointment made at a 

mutually convenient time. A comment form is available for completion, which is attached 

as Appendix 1.  

 

The person dealing with the matter will make every effort to resolve it and bring about a 

speedy resolution that is satisfactory to all parties.  

 

In the case of more serious concerns, it may be appropriate to discuss these with a 

senior member of staff or directly with the Headteacher, who will normally be able to 

resolve the matter and take any necessary actions to put matters right. 

 

In order to prevent any later challenge or disagreement over what was said, brief notes of 

meetings and telephone calls will be kept and a copy of any written response added to 

the record. 

 

Where there are communication difficulties the school may use a recording device to 

ensure the complainant is able to access and review the discussions at a later point. 
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At Stage 1, the member of staff will respond to the complainant within seven calendar 

days of receipt of the complaint.  

 

 
Stage 2 – Formal Stage  

If the complaint is not resolved at the informal stage, the complainant must write to the 

Headteacher within fourteen calendar days of receiving the outcome of the Stage 1 

complaint. This outcome might be in the form of a conversation from a meeting, email 

response or telephone call or letter. Stage 2, formal stage, can be jumped to immediately 

if the Headteacher feels it is appropriate – Stage 1 does not have to have been gone 

through in advance of Stage 2 in certain circumstances.  

 

The Headteacher will provide a copy of the written complaint to the member of staff and 

investigate it or delegate the task of investigation to an Investigating Officer. 

Complainants will be asked to complete a Complaint Form and suggest a preferred 

resolution to their concerns. This form is attached as Appendix 2.  

 

The complainant should include details that might assist the investigation, such as 

names of potential witnesses, dates and times of events, and copies of relevant 

documents. In addition, the Headteacher or Investigating Officer may meet with the 

complainant, who may be accompanied by a friend or supporter, to clarify the complaint.  

 

The Headteacher or Investigating Officer will be responsible for collecting such other 

evidence as s/he deems necessary.  Where this involves an interview with a member of 

staff, who is the subject of the complaint, the employee may be accompanied by a work 

colleague or representative. In addition to receiving a copy of the complaint, the member 

of staff will be provided with any additional evidence presented by the complainant or 

collected by the Headteacher or Investigating Officer. Members of staff will be advised to 

record their recollection of the event for future reference.  

 

The investigation will be undertaken as soon as possible and will be completed within 

fourteen calendar days of receipt of the formal complaint. The Headteacher will inform 

the complainant and the member of staff concerned, in writing, of the outcome. This may 

be to the effect that:  

 the concern is not substantiated by the evidence;  

 the concern is substantiated in part or in full and an explanation and/or an apology 

given. Some indication might be given of action the Headteacher and Governing 

Board may be taking to put matters right (such as offering additional training to the 

member of staff) or an assurance, where appropriate, that the same thing will not 

happen again. However, details of the investigation or of any disciplinary procedures 

will not be released;  

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

upheld.  
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The Headteacher will confirm that consideration of the complaint is now concluded.  

 

If the complainant is not satisfied that the procedure has been followed correctly, the 

complainant may request that the Governing Board reviews the Headteacher’s or 

Investigating Officer’s handling of the complaint. Any such request must be made in 

writing within fourteen calendar days of receiving notice of the outcome from the 

Headteacher or Investigating Officer and should include a statement specifying clearly 

any perceived failures. This should be sent to the Chair of Governors.  

 

The procedure described in Part C will be followed by the Chair of Governors.  

 
 

5.2. Part B – Complaint(s) relating to the Headteacher 

Stage 1 - Informal Stage 

Most areas of concern can be dealt with quickly and harmoniously through discussion. 

Any concerns or complaints should be referred initially to the Headteacher and this may 

be by letter, by telephone or in person by an appointment made at a mutually convenient 

time. Although the complaint is relating to the Headteacher, at this informal stage the 

Headteacher will endeavour to resolve the matter himself or herself through dialogue with 

the complainant.  

 

The Headteacher will make every effort to resolve the issue and bring about a speedy 

resolution that is satisfactory to the complainant and the school.  

 

Many concerns can be resolved by simple clarification or by providing further information 

and it is anticipated that most complaints will be resolved by this informal stage. The 

matter may be resolved by involving the Vice Chair of Governors, at this stage, or by 

taking advice from the LA.  

 

At Stage 1, the Headteacher will respond to the complainant as soon as possible and 

within seven calendar days of receipt of the complaint.  

 

Stage 2 - Formal Stage  

If the complaint is not resolved at the informal stage, the complainant must write to the 

Chair of Governors within fourteen calendar days of receiving the outcome of the Stage 1 

complaint. The Chair of Governors will provide a copy of the complaint to the 

Headteacher and will investigate the complaint. Complainants will be asked to complete 

a Complaint Form and suggest a preferred resolution to their concerns.  This form is 

attached as Appendix 2.  

 

The complainant should include details that will assist the investigation, such as names 

of potential witnesses, dates and times of events, and copies of relevant documents. In 

addition, the Chair of Governors will invite the complainant to meet him or her to give the 

complainant the opportunity to present oral evidence or to clarify the complaint. The 

complainant may be accompanied by a friend or supporter. The Chair of Governors will 

provide a note taker for the meeting to record the details of the complaint and a copy of 

the notes will be provided to the complainant and the Headteacher. The Chair of 
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Governors may have the assistance of the Local Authority or H.R. to ensure procedures 

are followed correctly.  

 

The Chair of Governors will collect such other evidence as is deemed necessary. This 

may include the interviewing of witnesses and others who may provide relevant 

information.  

 

In addition to receiving a copy of the complaint, the Headteacher will be provided with 

any additional evidence presented by the complainant or collected by the Chair of 

Governors. Once there has been an opportunity for the Headteacher to consider the 

evidence, s/he will be invited to meet separately with the Chair of Governors, in order to 

present written and oral evidence in response. The Headteacher may be accompanied at 

this meeting by a work colleague or representative.  

 

The investigation will be undertaken as soon as possible and will be completed within 

twenty one calendar days of receipt of the formal complaint. The Chair of Governors will 

inform the complainant and the Headteacher, in writing, of the outcome. This may be to 

the effect that:  

 the concern is not substantiated by the evidence;  

 the concern is substantiated in part or in full and an explanation and/or an apology 

given. Some indication might be given of action the Governing Board may be taking 

to put matters right (such as offering additional training to the Headteacher) or an 

assurance, where appropriate, that the same thing will not happen again. However, 

details of the investigation or of any disciplinary procedures will not be released;  

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

upheld.  

 

The complainant will be told that consideration of his / her complaint by the Chair of 

Governors is now concluded.  

 

If the complainant is not satisfied that the procedure has been followed correctly or that 

his/her complaint has been addressed inappropriately, s/he may request that the 

Governing Board reviews the Chair of Governors’ handling of the complaint. Any such 

request must be made in writing within fourteen calendar days of receiving notice of the 

outcome from the Chair of Governors, and should include a statement specifying clearly 

any perceived failures. This should be addressed to the Clerk to the Governors, at the 

LA Governor Service at Saxon Court. The procedure described in Part C will be followed. 

 
5.3. Complaint relating to a Governor 

Formal complaints about a Governor will be referred directly to the Chair (*or in the case 

where the complaint is against the Chair, the Vice-chair) of Governors.  

 

A Governor who is the subject of the complaint would normally be advised of the 

situation immediately. However, if the complaint involves a child protection issue, child 

protection arrangements will come into force involving the Headteacher and potentially 

the Police. 
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It is advisable that the Chair will meet with the complainant, before any investigation, in 

order to clarify the precise nature of the complaint and to discuss ways in which the 

matter might be resolved. It may be that the complaint can be informally resolved at this 

point.  

 

The following procedure will be followed to investigate complaints about the conduct of a 

Governor:  

 

If the Chair deems that a formal investigation is required, then they will adhere to the 

following principles:  

a) A copy of the complaint will be given to the Governor against whom the complaint 

has been made and they will be advised to contact another Governor for advice 

and support. 

b) The Chair will invite all parties (including witnesses) to provide written statements 

as part of the investigation.  

c) The Governor will be advised that another Governor or a 'friend' may accompany 

them at any subsequent interview or hearing.  

d) Following the investigation, the Chair will write up the findings and notify the 

complainant in writing of the outcome. This may be to the effect that:  

 the concern is not substantiated by the evidence;  

 the concern is substantiated in part or in full and an explanation and/or an 

apology given. Some details may then be given of actions to be taken to 

put matters right or an assurance, where appropriate, that the same thing 

will not happen again. However, details of the investigation or its outcome 

will not be released;  

 there is insufficient evidence to reach a conclusion, so the complaint 

cannot be upheld;  

e) The Chair will also inform the Governor against whom the complaint was made of 

the outcome. This might result in a recommendation to the Governing Board to 

suspend or remove the Governor in question in line with the regulations.  

 

The process detailed above will be concluded within four weeks, wherever possible, 

from the date the complaint was received.  

 

 
5.4. Part C: Boards Process  

The Governing Board’s Complaints Panel of three governors will undertake any review of 

the process undertaken by the Headteacher or Chair of Governors if requested by the 

complainant.  

 

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

but reasonable requests to make oral representations will be considered sympathetically.  

 

The panel will invite the complainant to submit written evidence of his/her complaint.  

 

This information will then be given to the Headteacher or Chair of Governors, as 

appropriate, and s/he will be invited to make a response to the complaint.  
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The panel may also have access to the records kept of the details of the original 

complaint.  

 

The panel will meet within twenty one calendar days of receipt of the request for the 

review to consider the evidence and decide:  

 whether the complaint should be upheld or denied  

 the reasons for their decision  

 any action to be taken  

 any recommendation they wish to make to the Headteacher or Full Governing Board.  

The chair of the panel will send a letter to the complainant and the Headteacher or Chair 

of Governors as appropriate, within five calendar days, notifying them of the outcome.  

 

This may be to the effect that:  

 the complaint is not substantiated by the evidence;  

 the complaint is substantiated in part or in full but the procedural failure did not affect 

the outcome significantly and therefore the matter is now closed;  

 the complaint is substantiated in part or in full and the Governing Board will take 

steps to rectify the situation (where this is practicable) or to prevent a recurrence;  

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

upheld.  

 

The panel itself does not have any power to take remedial action. If it reaches a 

conclusion that disciplinary action may be appropriate, it can only recommend such 

action to the appropriate person or committee – most usually the Full Governing Board.  

 

If the panel wishes to make a recommendation regarding a change to the school’s policy 

or procedures, this will be referred to the Governing Board for consideration.  

 

This ends the complaints procedure. There is no appeal stage beyond the Governing 

Board.  

6. Vexatious or Persistent Complaints and Harassment  
There may be rare occasions when the complainant is deemed to be “vexatious”. This could 

be because it is clear that the complainant has insufficient grounds for complaint and is 

seeking to annoy, or that a complaint has been investigated and is found not to be justified, 

but the complainant persistently engages in making further accusations relating to the same 

issues.  

 

Any such case will be dealt with on an individual basis, but the Headteacher and Chair of 

Governors reserve the right to close the complaint if the complainant is deemed to be 

“vexatious”, and to determine that the matter is now concluded.  

 
6.1. Aims of section 6 

 Uphold the standards of courtesy and reasonableness that should characterise all 
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communication between the school and persons who wish to express a concern or 

pursue a complaint; 

 Support the wellbeing 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 persistent complainants and those who harass 

members of staff in school while ensuring that other stakeholders suffer no detriment. 

 

6.2. Human Rights 

In implementing this section, the school will seek to ensure that its actions are in 

accordance with its obligations under the Human Rights Act 1998 and the Convention 

Rights embodied within it in order to protect the Human Rights of both persistent 

complainants and all other stakeholders. 

6.3. Who is a persistent complainant? 

A persistent complainant is a parent/carer or member of the public who complains about 

issues, either formally or informally, or frequently raises issues that the complainant 

considers to be within the remit of the school and whose behaviour is unreasonable.  

Such behaviour may be characterise by: 

 actions which are obsessive, persistent, harassing, prolific, repetitious and/or; 

 prolific correspondence or excessive e-mail or telephone contact about a concern or 

complaint; 

 an insistence upon pursuing unmeritorious complaints and/or unrealistic or 

unreasonable outcomes; 

 an insistence upon pursuing meritorious complaints in an unreasonable manner. 

 

Harassment is the unreasonable pursuit of such actions in such a way that they: 

 Appear to be targeted over a significant period of time on one or more members of 

school staff and/or 

 Cause on-going distress to individual member(s) of school staff and/or 

 Have a significant adverse effect on the whole/parts of the school community and/or 

 Are pursued aggressively. 

 

6.4. Parents’ Expectations of the School 

Parents/carers/members of the public who raise either informal or formal issues or 

complaints with the school can expect the school to: 

 Regularly communicate to parents/carers in writing 

o How and when problems can be raised with the school 

o The existence of the school’s Complaints Policy and Procedure and 

o The existence of section 6, Vexatious or Persistent Complaints and 

Harassment 

 Respond within a reasonable time 

 Be available for consultation within reasonable time limits bearing in mind the needs 

of the students within the school and the nature of the complaint 

 Respond with courtesy and respect 
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 Attempt to resolve problems using reasonable means in line with the school’s 

complaints procedure, other policies and practice. 

 Keep complainants informed of progress towards a resolution of the issues raised. 

 

6.5. The School’s Expectations of Parents/Carers/Members of the Public 

The school can expect parents/carers/members of the public who wish to raise 

problems with the school to: 

 Treat all school staff with courtesy and respect 

 Respect the needs and well-being of students and staff within the school 

 Avoid any use, or threatened use, of violence to people or property 

 Avoid any aggression or verbal abuse 

 Recognise the time constraints under which members of staff in schools work and 

allow the school a reasonable time to respond 

 Recognise that resolving a specific problem can sometimes take some time.  

 

6.6. The School’s Actions in Cases of Vexatious or Persistent Complaints or 

Harassment 

The school will take the following consecutive steps as necessary if the complainant’s 

behaviour is not modified: 

 Verbally inform the complainant that his/her behaviour is considered to be becoming 

unreasonable/unacceptable and may be considered to fall under the terms of section 

6, Vexatious or Persistent Complaints or Harassment, of this policy 

 Inform the complainant in writing that his/her behaviour is now considered by the 

school to be becoming unreasonable/unacceptable (Model Letter 1, Appendix 3) 

 Inform the complainant in writing that his/her behaviour is now considered by the 

school to fall under section 6, Vexatious or Persistent Complaints or Harassment, of 

this policy  (see Model Letter 2, Appendix 4) 

 Inform the complainant that all meetings with a member of staff will be conducted 

with a second person present and that notes of meetings may be taken in the interest 

of all parties (see Model Letter 3. Appendix 5) 

 Inform the complainant that, except in emergencies, all communication from the 

complainant to the school should be carried out in writing (see Model Letter 4, 

Appendix 6) 

 Physical or verbal aggression will not be tolerated and is likely to lead to immediate 

removal from the site and the application of a temporary ban from the school site. 

 

Legitimate new complaints will still be considered even if the person making them is, or 

has been, subject to section 6, Vexatious or Persistent Complaints or Harassment.   

If the complainant’s persistent complaining/harassing behaviour is modified and is then 

resumed at a later date within a reasonable period of time, the school may resume the 

process identified above at an appropriate level.   

6.7. The School’s Actions in Cases of Persistent Complaint or Harassment 

The school will review as appropriate, any sanctions applied in the context of this policy. 
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7. Records  
All records of complaints and their progress through to the final outcome will be held 

centrally by the school. Complainants have a right to copies of these records under the 

Freedom of Information and Data Protection Acts. 
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8. Appendix 1 – Comment Form 
Please use this form if you would like to comment on any aspect of school and/or to record 

discussion points from a meeting with a member of staff about issues you have raised.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Name  
 
Signed  
 
Date  
 
Name of member of staff spoken to  
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9. APPENDIX 2 - COMPLAINT FORM  

 
 
Name  
 
Address 
 
 
 
 
 
 
 
Telephone (day): 
 
Telephone (evening) 
 
 
Please give concise details of your complaint to allow the matter to be fully investigated.  

 
 
 
 
 
 
 
 
 
 
 
Have you complained to the Headteacher?            Yes                         No  
 
When did you do this? Date:  
 
What happened when you complained to the Headteacher? 
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 What would you like us to do to put things right?  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Signed  
 
Date  

 
Please return this form to the Headteacher. 

 
Please return this form to the Chair of Governors if the Headteacher has already dealt with your complaint and you 
feel that satisfactory resolution was not achieved.   
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10. APPENDIX 3 - Model Letter 1: 
 

Informing a Complainant that his/her behaviour is considered to fall below a 

reasonable/acceptable standard 

 

Dear ………………….. 

This letter is to inform you that the school considers your actions in ………………… on 

………………………………… when you …………………………………… to be below the standard 

expected of visitors.* 

We would ask you bear in mind the fact that such behaviour on a school site can be disruptive and 

distressing to students, staff and parents/carers. 

We are aware that you have raised some concerns, and would advise you that these can be 

addressed by/the school is addressing these by *…………………………………………….. 

At the moment, we are dealing with these issues under the school’s Complaints Policy. 

Please note that the school’s Complaints Policy, Section 6, Vexatious or Persistent Complaints and 

Harassment, sets out standards of behaviour expected of all people on the school site.  These 

include: 

 Behaving reasonably 

 Treating others with courtesy and respect 

 Resolving complaints using the school’s Complaints Policy 

 Avoiding physical and verbal aggression at all times 

The policy also indicates the steps that we may take if these standards are breached.  These include: 

 Making special arrangements for meetings and communication with the school 

 Considering a ban from the school premises 

 Consider applying for advice from the our link police officer 

 Considering legal action 

I would ask that you allow the school time to resolve the issues according to the correct procedures, 

and would assure you that we shall take every possible step to move this process forward as quickly 

as possible. 

I am confident that you will respect our need to maintain a calm and welcoming environment at all 

times. 

Yours sincerely 

Headteacher 

* Complete as appropriate 
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11. APPENDIX 4 - Model letter 2: 
 

Informing a Complainant that his/her behaviour is now considered to fall under the terms of 

section 6, School’s Vexatious or Persistent Complaints and Harassment of the Complaints 

Policy. 

Dear ………………….. 

You will recall that I wrote to you on ………………….* telling you that we felt your behaviour in 

……………………………. on ……………………… when you …………………………….* was below the 

standard we expect of visitors. 

I am now writing to inform you that your behaviour in ……………………. on………………… when you 

…………………………..* has now led us to apply, for the foreseeable future, section 6, School’s 

Vexatious or Persistent Complaints and Harassment of the Complaints Policy. 

Please be aware that, should you be responsible for any further unacceptable behaviour in 

connection with the school, some or all of the following actions may be taken: 

 Making special arrangements for you to meet staff and communicate with the school 

 Considering banning you from the school premises 

 Considering applying for advice from our link police officer 

 Considering legal action against you 

If you wish to make a representation about the contents of this letter, please do so in writing to me at 

the school by …………………..* 

I do hope that the difficulties can now be quickly resolved. 

 

Yours sincerely 

 

Headteacher 

* Complete as appropriate 
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12. APPENDIX 5 - Model Letter 3: 
 

Informing a Complainant that special arrangements will be made for him/her to meet members 

of staff 

 

Dear ………………….. 

Following my letter to you of ………………..* informing you that we felt your recent behaviour in 

connection with the school to be unacceptable/unreasonable*, and that we now considered you to be 

subject to section 6, School’s Vexatious or Persistent Complaints and Harassment of the Complaints 

Policy I am now writing to outline the arrangements we have made for you regarding meetings at the 

school. 

For the foreseeable future, should you wish to meet with a member of staff, we would ask you to note: 

 This meeting will be arranged with a written appointment as soon as possible, and with a third 

party present 

 In the interests of all parties, formal notes of this meeting may be made 

These arrangements do not apply, of course, to any emergencies concerning*, which should be 

reported to the school in the usual way. 

I thank you for your forbearance in this matter, and do hope that the difficulties we are currently 

experiencing can soon be resolved. 

Yours sincerely 

 

Headteacher 

* Complete as appropriate 
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13. APPENDIX 6 - Model Letter 4: 
 

Requesting that future communication should be by letter only 

 

Dear ………………….. 

You will recall that I wrote to you on ……………………………* informing you that we felt your recent 

behaviour in connection with the school to be unacceptable/unreasonable*, and that we now 

considered you to be subject to section 6, school’s Vexatious or Persistent Complaints and 

Harassment of the Complaints Policy. 

I am now requesting that, for the foreseeable future, all routine communications with the 

School should be by letter only.  Please address all letters to the Headteacher* at the school.  We 

shall respond as quickly as possible. 

This request does not apply, of course, to any emergency involving *…….. in which case you should 

contact the school in the usual way ………….. or to parents’ evening, which will continue as in the 

past, but with a third party present. 

I do hope that we can resolve the on-going difficulties as soon as possible. 

Yours sincerely 

 

 

Headteacher 

* Complete as appropriate 
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