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At Blockley Church of England Primary School, we value highly our partnership with parents and endeavour 
to avoid issues that cause dissatisfaction. Our skilled and professional staff work hard to ensure that pupils 
are helped to achieve their potential, both academically and socially, and maintain the highest standards at 
all times.  
We recognise that sometimes things can go wrong and parents, carers and members of the public may 
need to raise concerns or make a complaint to the school. This policy sets out the manner in which a 
complaint will be dealt. 
 
There are other specific complaints procedures available for employee grievances and disciplinary 
proceedings. 
 

General Principles  
 
This procedure contains advice for resolving complaints; an indication of time limits; and advice on the 
conduct of meetings.  
Every attempt will be made to adhere to the time limits specified in the procedures which follow, but these 
may in exceptional circumstances need to be exceeded – perhaps because someone involved is absent 
from school or a more in depth investigation is judged to be required. If this is the case, the person 
managing that stage of the process will communicate that to the complainant, advising the reasons and 
setting out a new time-scale.  
A complaint will usually be considered as ‘out-of-time’ if it is raised more than 12 weeks after the matter is 
known to the complainant. 
 
Anonymous complaints will not be investigated, except in exceptional circumstances – such as child 
protection issues.  
 
The aim of this policy is to resolve concerns at the earliest opportunity, and effect resolution and 
reconciliation if there has been an issue (informal). 
It is in everyone’s interest that complaints are resolved at the earliest possible stage.  The experience of the 
first contact between the complainant and the school can be crucial in determining whether the complaint 
will escalate.  The aim is to consider the complaint objectively and impartially and find a resolution as soon 
as possible.  Many complaints can be resolved by the teaching staff.  Complaints about staff should be 
referred to the Head Teacher.  Where the complaint concerns the Head Teacher or a member of the 
Governing Body, the complainant should be referred to the Chair of Governors or the Vice-Chair if the 
complaint is about the Chair of Governors. Staff and Governors are made aware of the procedures and 
should refer to this policy when they receive a complaint.   
 
Possible Resolutions  
Many concerns may be resolved by explanations, others by a simple apology. Other complaints may result 
from a school procedure which could have been handled differently. Such an acknowledgement would be 
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an appropriate resolution, as would assurances about systemic or procedural changes made to ensure that 
events complained about, (if the complaint is justified) will not recur. Others may be resolved by an 
undertaking to review school policies in the light of a complaint.  
 
Later Stages (formal) 
Where concerns are not resolved on an early timescale, the procedure allows for formal consideration by 
the Head Teacher and Chair of Governors (Stage 2, implemented following completion of Stage 2 Complaint 
Form), and later still, by a Complaints Panel (Stage 3, implemented once Stage 2 is exhausted and following 
completion of Stage 3 Complaint Form). 
 
Unresolved Complaints  
Occasionally, a complainant may remain dissatisfied, even though this procedure has been used through all 
its stages. However, it will not normally be possible to re-open the same issue. In such circumstances, the 
Chair of Governors will inform the complainant that the procedures have been exhausted and that the 
matter is closed.   
 
Safeguarding 
Wherever a complaint indicates that a child’s wellbeing or safety is at risk, the school is under a duty to 
report this immediately to the local authority. Any action taken will be in accordance with the school’s 
safeguarding policy. 
 
Social Media 
In order for complaints to be resolved as quickly and fairly as possible, the school requests the 
complainants do not discuss complaints publically via social media such as Facebook and Twitter. 
Complaints will be dealt with confidentially for those involved, and we expect complainants to observe 
confidentiality also.  
 
Complaints that result in staff capability or disciplinary 
If at any formal stage of the complaint it is determined that staff disciplinary or capability proceedings are 
necessary in order to resolve the issue, the details of this action will remain confidential to the Head 
Teacher and/or the individual’s line manager. The complainant is not entitled to participate in the 
proceedings or receive any detail about them.   
 

Procedure 
 

Stage One: (Informal) Complaint Heard by Staff Member 
 

The complainant should first discuss their concerns with the class teacher.  If they feel they would have 
difficulty discussing a complaint with a particular member of staff, they should be referred to the Head 
Teacher.   
 

Similarly, if the member of staff directly involved feels too compromised to deal with a complaint, the 
complainant should be referred to the Head Teacher.   
 

Actions 

 

▪ The class teacher listens to the complainant and clarifies what the complaint is about and who may be 

involved. It may be possible to resolve the issue at this early stage.  

▪ If not resolved the class teacher should investigate the complaint by talking to all those involved and 

collect evidence to help seek a resolution.  This process should be completed in 10 school days.  The 

Head Teacher should be informed. 
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▪ Following the evidence gathering the class teacher must meet with the complainant and discuss the 

findings and, if possible, resolve the matter.  

▪ A record of the outcomes of the meeting must be made and communicated to the Head Teacher.  

▪ If the complaint is not resolved the complainant should be referred to a more senior member of staff, 

the Deputy Head or the Head Teacher who will deal with the matter informally. 

▪ It is not appropriate for a complaint to be directed through a Governor. Any Governor receiving a 
complaint will give advice that there is an established procedure, and refer the complainant to the 
appropriate person (This is because a Governor acting unilaterally could prejudice the involvement of 
Governors at a later stage).  

▪ Where informal attempts by the school have failed to bring about a satisfactory resolution for the 
complainant, the complainant is entitled to request that the complaint be treated more formally. 
Unless the complaint directly concerns the Head Teacher, it will be him/her who deals with this next 
stage (Stage Two).  
 

Stage Two: (Formal) Complaint Heard by Head Teacher and Chair of Governors 
 

This stage can be initiated if/ when an expression of dissatisfaction with the outcome of Stage 1 is 
expressed by the complainant. At this point, the complainant will be directed to the Complaints Policy and 
asked to complete Stage 2 Complaint Form to move the complaint into a Formal Stage (Appendix 1).  
 
If the complaint concerns the Head Teacher, the Chair of Governors is personally responsible for following 
the procedures in Stage 2 and in addition, the Vice-Chair will be involved. Otherwise, the Head Teacher 
deals with this stage.  The investigation should involve the review of any relevant documentation and 
information. If necessary, witnesses will need to be interviewed and statements taken from those involved.  
 
This is the first stage of the formal complaints process and as a result, all communications between parties 
will be recorded.  
 
Actions 

 

▪ The completed Stage 2 Formal Complaint form (Appendix 1) is sent to the Head Teacher and marked 
URGENT.  If the complaint is regarding the Head Teacher it should be sent to the Chair of Governors 
who will deal with the matter in place of the Head Teacher and involve the Vice-Chair of Governors.  If 
this is the case substitute Chair of Governors for Head Teacher in Stage 2 actions. 

▪ Once received the Head Teacher will acknowledge receipt and clarify the content of the complaint 
within 3 school days. 

▪ The Head Teacher should check the information and note any new information by talking to all those 
involved.  This process should be completed in 10 school days. 

▪ The Head Teacher and Chair of Governors should then meet with the complainant and attempt to 
resolve the issue.   

▪ A formal record of the outcome of the meeting must be made and be given to the complainant and/or 
staff involved. 

▪ If the complainant is not satisfied with the outcome, and it is deemed appropriate by the Head Teacher 
and Chair of Governors, the complainant will be given the opportunity to meet with the Head Teacher 
and Chair of Governors again to see if the issue can be resolved.  This will be offered within 5 school 
days. 

▪ The Head Teacher will write to the complainant to inform them of the outcome. 
▪ If the complainant feels that the situation is still unresolved and Stage 2 has been exhausted the 

complainant must put their complaint in writing by completing the Stage 3 Complaint Form (Appendix 
2) and address this to the Clerk to the Governing Body asking for the complaint to move to Stage 3.   
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▪ The completed Stage 3 Complaint Form must be received by the Clerk to the Governing Body within 4 
weeks of receiving the Head Teacher decision or it will not be considered, except for in exceptional 
circumstances. 

 

 

Stage Three: (Formal) Complaint Heard by Complaints Panel  
 
The Governing Body Complaints Panel is the last school-based stage of the complaints process, and is not 
convened to merely rubber-stamp previous decisions.  
 
Individual complaints are not be heard by the Full Governing Body at any stage. 
 
Actions 

▪ The Clerk to the Governors receives a completed Stage 3 Complaint Form (Appendix 2).  

▪ The Clerk informs the Head Teacher and Chair of Governors that the complaint has moved to Stage 3. 
▪ The Chair of Governors will check that Stage 1 and 2 of the complaints procedure have been already 

exhausted. 
▪ The complainant will receive written acknowledgement of receipt of the Stage 3 form within 5 school 

days. 
▪ This letter will inform the parent/carer that the complaint will be heard by the Complaints Panel within 

20 school days. In exceptional circumstances, the complainant will be notified where this time period 
will need to be extended and the reasons for this. 

▪ The Chair of Governors will identify two Governors chosen from the Governing Body to form part of the 
Complaints Panel. 

▪ 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, the Chair of Governors needs 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 Clerk to the Governors will identify an additional individual that can sit on the panel that is 
independent of the management and running of the academy, is independent of the complainant and 
has no prior involvement in the complaint or in the circumstances surrounding it. 

▪ Where the complaint is about a Governor, the complainant may request that the appeal is heard by an 
entirely independent panel. It is at the discretion of the Chair of Governors (Vice-Chair if the complaint 
is about the Chair) who will notify the Clerk of their decision. Where an entirely independent panel is 
required, timescales may be affected while the school source appropriate individuals for the review. 

▪ The Complaint Panel elects a panel chair. 
▪ All documented evidence is collated from the school and complainant and sent to all members of the 

Complaints Panel. 
▪ The Complaints Panel decides who should attend the hearing. 
▪ If the attendance of any pupils is required at the hearing, parental permission will be sought if they are 

under the age of 18. Extra care will be taken to consider the vulnerability of children where they are 
present at a complaints hearing.  

▪ No new evidence can be produced at the panel; only information circulated beforehand can be 
considered.  If new evidence is produced the matter should be referred back to Stage 2. 

▪ No further communication should take place between the Complaints Panel and the complainant. 
▪ The Complaints Panel may meet to discuss the evidence before them and highlight areas where they 

may need to seek further clarification. 
▪ The Clerk will arrange a mutually convenient time for the Complaints Panel Hearing.   
▪ The Hearing is held.  It will be held in private and will be independent and impartial.  Complainants or 

witnesses are entitled to bring one representative with them. Neither party is able to bring legal 
representation with them. If after the hearing any party feels that legal action is necessary, please 
contact the Department of Education (Appendix 3) 
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▪ The Complaints Panel Chair will ensure that the parent/carer is notified of the Panel’s decision in 
writing within 10 working days of the Hearing.  

▪ The panel can make the following decisions: 
o Dismiss the complaint in whole or in part 
o Uphold the complaint in whole or in part 
o Decide on the appropriate action to be taken to resolve the complaint 
o Recommend changes to the school’s systems or procedures to ensure that problems of a 

similar nature do not recur. 
▪ 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. 

 

The Role of the Complaint Panel Chair  

The Chair of the Panel has a key role, ensuring that: 

▪ The remit of the panel is explained to the parties and each party has the opportunity of putting their 
case without undue interruption. 

▪ It should be made clear that the safety and well-being of everyone involved is important and that 
verbal or physical abuse will not be tolerated and will lead to the termination of the proceedings. 

▪ The issues are addressed. 
▪ Key findings of fact are made. 
▪ Those who may not be used to speaking at such a hearing are put at ease. 
▪ The hearing is conducted in an informal manner with each party treating the other with respect and 

courtesy. 
▪ The panel is open-minded and is acting independently. 
▪ Each side is given the opportunity to state their case and ask questions. 
▪ No member of the panel has a vested interest in the outcome of the proceedings or any involvement in 

an earlier stage of the procedure. 
▪ Ensure that the complainant is notified of the Panel’s decision in writing within 10 working days of the 

Hearing. 
 

The Role of the Clerk 

The clerk is the contact point for the complainant.  The key tasks are 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 relevant parties in advance of the hearing. 
▪ Record the proceedings. 
▪ Liaise with the Complaint Panel Chair to notify the complainant of the Panel’s decision. 
 

Unreasonable complaints 
Where a complainant raises an issue that has already been dealt with via the school’s complaints 
procedure, and that procedure has been exhausted, the school will not reinvestigate the complaint except 
in exceptional circumstances, for example where new evidence has come to light.  
 
If a complainant persists in raising the same issue, the Head Teacher will write to them explaining that the 
matter has been dealt with fully in line with the school complaints procedure, and therefore the case is 
now closed. The complainant will be provided with the contact details of the Department of Education 
(Appendix 3) if they wish to take the matter further.  
 
Unreasonable complaints include the following scenarios: 
The complainant refuses to co-operate with the school’s relevant procedures. 
The complainant changes the basis of the complaint as the complaint progresses. 
The complainant seeks an unrealistic outcome 
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Excessive demands are made on the time of staff and school governors and it is clearly intended to 
aggravate.  
The complainant acts in a way that is abusive or offensive. 
 
The Head Teacher will use their discretion to choose not to investigate these complaints. Where they 
decide to take this course of action, they must inform the Chair of Governors that they have done so, 
explaining the nature of the complaint and why they have chosen not to investigate. If the Chair deems it 
appropriate to, they can redirect the Head Teacher to investigate the complaint. The full complaints 
procedure will commence from stage one on this direction. 
 
If the Chair upholds the Head Teacher’s decision not to look into the complaint and the complainant deems 
this decision to be so unreasonable that no other rational body in the same position would have made that 
decision, then the complainant may write to the Department of Education (Appendix 3). 
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APPENDIX 1 - Stage 2 Formal Complaint Form  Date received (for office use)……………………………. 

This stage can be initiated if/ when an expression of dissatisfaction with the outcome of Stage 1 is 
expressed by the complainant and they wish for the complaint to be considered under Stage 2 of the 
School Complaints Policy.  Stage 1 must be completed in full first. 
You may request a paper copy of this form or you may ask for the form to be scribed for you.  Additional 
sheets of paper can be used if necessary but please use the headings below for clarity. 
The form should be sent to the Head Teacher marked URGENT.  If the complaint is about the Head Teacher 
it should be sent to the Chair of Governors and marked URGENT. 

Name  
 

Name of pupil, year group and your 
relationship to them (where applicable) 

 

Contact address  
 
 

Contact telephone day  
 

Contact telephone mobile  
 

Contact email address  
 

Details of the complaint 

 
 
 
 
 
 

Action taken so far (including staff member who has dealt with it so far) or solutions offered 

 
 
 
 
 
 

The reason that this was not a satisfactory resolution for you 

 
 
 
 
 
 

What action would you like to be taken to resolve the problem? 

 
 
 
 
 
 

Signed 
 

 

Dated  
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APPENDIX 2 - Stage 3 Formal Complaint Form Date received (for office use)…………………………… 

This stage can be initiated if/ when an expression of dissatisfaction with the outcome of Stage 2 is 
expressed by the complainant and they wish for the complaint to be considered under Stage 3 of the 
School Complaints Policy.  Stage 1 and 2 must be completed in full first. 
You may request a paper copy of this form or you may ask for the form to be scribed for you.  Additional 
sheets of paper can be used if necessary but please use the headings below for clarity. 
The form should be sent to the Clerk to the Governors marked URGENT.  
 

Name  
 

Name of pupil, year group and your relationship 
to them (where applicable) 

 

Contact address  
 
 
 
 

Contact telephone day  
 

Contact telephone mobile  
 

My complaint has been dealt with under Stage 1 
and Stage 2 of Blockley Church of England Primary 
School Complaints Policy.  I now wish to move the 
complaint to Stage 3. 

Signature of Complainant 
 
 
Date 

The reason why the outcome of Stage 2 was not a satisfactory resolution for you. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Name(s) and contact details of any supporter/ 
advocate who is assisting you:  
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APPENDIX 3 
 
Safeguarding 
If you have a concern about a child please contact Children and Families Helpdesk on 01452 426565 or call 
your local police on 101 if you think a child is at risk. 
If a child is in immediate danger, call 999. 
 
Department of Education 
If the complainant feels that the governing board acted ‘unreasonably’ in the handling of the complaint, 
they can complain to the Department for Education after the complaints procedure has been exhausted. 
Please note that unreasonable is used in a legal sense and means acting in a way that no reasonable school 
or authority would act in the same circumstances.  
https://www.gov.uk/complain-about-school/state-schools 
 
Ofsted 
If you have a complaint about how the whole school is run you can complain to Ofsted.  You must have 
already followed the school’s complaints procedure.  You should get a response within 30 working days.  It 
will tell you if Ofsted will investigate or not, and why. 
https://contact.ofsted.gov.uk/online-complaints 
 
 
 
 
 

 
 

https://www.gov.uk/complain-about-school/state-schools
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