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Our aim 

We want to resolve concerns quickly, fairly and respectfully. Most issues can 

be sorted out informally, and we encourage people to speak to us as soon as 

possible. 

Anyone can make a complaint about the school, including parents, carers 

and members of the public. 

 

What is a complaint? 

• A concern is a worry or question that you would like us to look into. 

• A complaint is when you feel something has gone wrong or you are not 

satisfied with what has happened. 

We treat concerns and complaints in the same way and take them seriously. 

 

Before making a formal complaint 

Please speak to the class teacher or a member of staff first. Many issues can 

be resolved quickly this way. 

 

How to make a complaint 

You can complain: 

• In person 

• By phone 

• By email or in writing 

Please make your complaint within 3 months of the issue where possible. 

 

 

 

Complaints procedure 



Stage 1 – Informal (quick resolution) 

• Speak to the relevant member of staff or the headteacher. 

• We will listen and try to resolve the issue quickly. 

• You will usually receive a response within 15 school days. 

 

Most concerns are resolved at this stage. 

 

Stage 2 – Formal complaint (Headteacher) 

If you are not satisfied: 

• Put your complaint in writing to the Headteacher 

• The Headteacher will investigate and may meet with you 

• You will receive a written response within 15 school days 

If your complaint is about the Headteacher, write to the Chair of Governors 

via the school office. 

 

Stage 3 – Review by Chair of Governors 

If you are still unhappy: 

• Write to the Chair of Governors 

• They will review the investigation 

• You will receive a response within 20 school days 

 

Stage 4 – Complaints Appeal Panel 

If the issue is still not resolved: 

• You can request a panel hearing with governors 

• The panel will review all evidence 

• You will receive a final decision within 15 school days 

 

Final step – Department for Education 



If you remain dissatisfied after all stages: 

• You may contact the Department for Education (DfE) 

• They will only intervene if the school has acted unlawfully or 

unreasonably 

 

Complaints about staff or governors 

• Complaints about staff are handled by the Headteacher 

• Complaints about the Headteacher are handled by the Chair of 

Governors 

• Complaints about governors are handled by the governing board 

 

What you can expect from us 

We will: 

• Take your complaint seriously 

• Treat you with respect 

• Investigate fairly and thoroughly 

• Keep your information confidential 

• Keep you informed of progress 

 

What we expect from you 

We ask that you: 

• Explain your concerns clearly in writing 

• Work with us to resolve the issue 

• Treat staff respectfully 

 

Recording complaints 

We keep a written record of all complaints, including: 

• What happened 



• What we found 

• What action was taken 

 

Complaints not covered by this policy 

Some complaints follow different procedures, including: 

• Safeguarding concerns 

• Admissions 

• Exclusions 

• Staff grievances 

We will guide you to the right process if needed. 

 

Unreasonable behaviour 

We will always try to help, but we may limit contact if behaviour is: 

• Abusive or threatening 

• Repeated without new information 

• Unreasonably demanding 

 

Review of this policy 

This policy is reviewed every year to ensure it remains clear and effective. 

 

Date of review: 22nd June 2026 

Signed: A. Goreham (headteacher) 

Signed: K. Gilden and C. Cordiner-Achenbach (Co-Chairs of Governors) 

Signed: C. Willoughby (Vice Chair of Governors) 

 

 


