Stage 1

Stage 2

Stage 2b

Stage 3

Stage 4

• Informal complaint
• Formal complaint
• Further consideration

• Formal complaint to
the governing body
• Appeal to the DfE

−

Step 1

Step 2

• A parent or pupil contacts the school because they are unhappy with something that
has happened.

• A class teacher, head of year, or other individual attempts to resolve the concerns.
This may take place via a meeting during which they ascertain what ouctome the
complainant is looking for.

• A response from the school is issued within 15 days of the receipt of the complaint.

Step 3

• Details of the complaint are recorded for monitoring purposes.

Step 4

Step 5

Step 6

• The complainant is advised what the next stage will be if the complaint is not
resolved.

• If the complaint is not resolved, it will proceed to stage 2. A complainant's
unreasonable refusal to attempt a local resolution may result in the procedure being
terminated − this will be confirmed in writing.

−

Step 1

Step 2

Step 3

Step 4

Step 5

Step 6

Step 7

• Stage 2 complaints should be made in writing to the headteacher and should
include the desired outcome.

• If the complaint has reached stage 2 by the complainant's request, a response must
be sent within 10 working days.

• The school will provide acknowledgement within two days of receipt and set a
response date within 20 working days.

• The headteacher will provide an opportunity for the complainant to meet and
discuss the complaint further. They may bring a friend if they wish.

• The headteacher may interview any relevant pupils and witnesses or they may
delegate this task.

• The headteacher will inform the complainant of the findings and outcome of the
investigation.

• Should the outcome be unsatisfactory, the complaint may proceed to further
considerations.

−

• The complainant should submit in writing any complaint in respect of the
headteacher's investigation to the chair of governors.

Step 1

• The chair of governors may also carry out an investigation and consider all
available evidence.

Step 2

• The complainant and the headteacher will be informed of the outcome within 20
school days of the chair of governors receiving the complaint.

Step 3

Step 4

• If the complainant is not satisfied with the manner in which the process has
been followed, considers the decision to be perverse, or believes that the chair
has acted unreasonably, they may request that the governing body reviews the
complaint.

−

Step 1

• Complaints at this stage should be made in writing and addressed to the
chair of school governors no later than 10 school days following receipt of a
stage 2 outcome.

Step 2

• Written acknowledgement of the complaint will be made, within three school
days, informing the complainant that their complaint will be heard within 20
school days.

Step 3

• A complaint panel hearing will be arranged with three members of the
governing body and the complainant. Five days notice will be given to all
attending.

• At the hearing, everyone's case will be communicated and discussed.

Step 4

Step 5

• A written response to the complainant will be made within 15 school days
following the hearing.

−

Step 1

• If the complainant is still not satisfied, they may be able to appeal to the
DfE. However, only if they feel the governing body is acting unreasonably or
has failed to meet its duties under the Education Act 1996.

