Wychbold First and Nursery School
Complaints against the Curriculum
Purpose
To give advice to parents or guardians who wish to complain about the content of the curriculum
and advice on how to proceed with a complaint.
Aims and Objectives

Enable the school to address any curriculum issues raised
by parents or guardians.

To have a procedure in place to be able to deal effectively
with any such complaint.

Definition
Parents may complain if they consider that the school is not
doing one or more of the following

Providing a curriculum that meets the needs of their child

Complying with the law on charging for school activities

Providing religious education and daily collective worship

Providing statutory information

Carrying out a statutory duty

Implementation
All staff should be aware of the policy and abide by the guidelines set out.
Training should be given where appropriate or necessary.

Procedures for Parents and Carers
Stage 1 (Informal)
Where any member of staff becomes aware of a voiced concern, they should deal with it themselves
if it is appropriate, and they feel comfortable in doing so. Many concerns can be resolved by simple
clarification or the provision of information. It is anticipated that most concerns can be readily
resolved at this informal stage. Where the person approached feels uncomfortable with dealing with
the matter directly, they should involve, for example, their line manager.
In the case of serious concerns (or where the school deems it more appropriate to do so) it may be
necessary to refer these matters directly to the Headteacher.
Where the complaint is specifically about the Headteacher, similarly the parent/carer should discuss
this with him/her at this stage first.
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)

The concern will be noted (including the outcome) and copied to the Headteacher (or appropriate
person in charge of records in larger establishments). Where the subject of the complaint is the
Headteacher, he/she will copy the record to the Chair of Governors.
Where informal attempts by the school have failed to bring about a satisfactory resolution for the
parent/carer, the parent/carer is entitled to request that the complaint be treated more formally.
Unless the complaint directly concerns the Headteacher, it will be him/her who deals with this next
stage (Stage Two).
If the complaint is specifically about the Headteacher, and s/he has had the opportunity in Stage one
to discuss the matter, the parent/carer can then directly contact the Chair of Governors about Stage 2.
Stage 2 (Formal) Dealt with by Headteacher
[If the complaint concerns the Headteacher, the Chairman of Governors is personally responsible for
following the procedures in Stage 2. Otherwise, the Headteacher deals with this Stage.
This stage can be initiated if/ when dissatisfaction with the outcome of stage one is received by the
school. At this point, a copy of this Procedure will be sent to the complainant within 3 school days,
together with the formal complaint form (Annex C)
The form is structured so that each party has a common understanding about the complaint. As the
main purpose of the process is to achieve reconciliation, parents/ carers are also asked what actions
might resolve the problem.
After the formal complaint form is returned, it will be acknowledged within 3 school days and the
investigation will commence.
This is the first stage of the formal complaints process and as a result, all communications between
parties will be recorded.
Before proceeding with a formal investigation, the Headteacher may wish to meet with the individual
and discuss his/her concerns and wishes. It may still be appropriate and satisfactory to reach an
informal resolution at this point. If not, the Headteacher will decide whether the individual’s complaint
will be dealt with by this policy or another statutory procedure. In the latter case, the Headteacher will
advise the complainant on what will need to be done.
The head may delegate the task of collating the information to another staff member, but not the
decision on the action to be taken. 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. If the complaint centres around a pupil, the pupil will also usually be
interviewed.
The outcome of the investigation should be communicated to parents/carers, either at a meeting
(followed up in writing) or as a written response. This response should explain the outcome and
should be supported by reasons for reaching this decision and what action, if any, will be taken. (If
management action is subsequently required against an employee of the school, the parents/carers
will not have access to this information). This response should be provided within 10 school days
of acknowledging the complaint.

If the complainant is still dissatisfied with the response given and would like to take the complaint
further, they should make this clear in writing to the Headteacher. On receipt, s/he will send on the
complaint form and all associated information to the Chair of Governors. [In the case of the
Headteacher, if he/she is dissatisfied, and wishes to take it further, the Chair should be so advised,
and Stage 3 initiated]
Stage 3 (Formal) Dealt with by Governors’ Panel
On receipt of the information from the Headteacher, the Chair of Governors will verify that the
parent/carer has properly exhausted all stage 2 procedures. If not satisfied, the Chair will refer the
matter back to the Headteacher. When satisfied, the Chair will contact the Clerk and liaise with him or
her to make preparatory arrangements for the Governors’ Complaints Panel Meeting.
The Clerk may be the Clerk to the Governing Body, or, in exceptional circumstances, another
Governor acting as Clerk, (over and above those selected for the Panel).
The Chair of Governors will identify three governors chosen from an agreed pool of governors to form
the Complaints Panel, and the Panel will appoint its own chair.
The Chair of Governors or Clerk to the Governors' Complaints Panel will acknowledge (to the
complainant) receipt of the information from the Headteacher within 5 school days.
This letter will inform the parent/carer that the complaint will be heard by the Complaints Panel within
15 school days. In exceptional circumstances, the parent/carer will be notified where this timed
period will need to be extended and the reasons for this.
The Clerk of the Panel will convene a meeting of the Complaints Panel, (as identified by the Chair of
Governors), and arrange a time and date for the meeting. All relevant documentation from the
Headteacher and the parent/carer will be distributed to all parties, (including the Panel members) in
advance of the meeting.
The Panel has discretion as to how it will carry out its duties, some of which are itemised in Annex B.
As part of this, parents /carers will be asked to attend a meeting of the Panel (with accompanying
relative or friend if desired).
The Chair of the Panel needs to ensure that the parent/carer is notified of the Panel’s decision in
writing within 5 school days of the meeting. The response will include action (if any) that needs to
be taken and where appropriate, suggest changes to, or review of, the school’s systems or
procedures to ensure that similar problems do not happen again.
If the parent/carer is dissatisfied with the response they have been given, and would like to take the
complaint further, they should be referred to stage four of this procedure.
Stage 4 (Formal) The Rôle of The Secretary of State

The remit of The Secretary of State is only to review due process. Parents/carers are entitled to
complain in writing to The Secretary of State if they believe that their complaint was not handled
fairly and in accordance with the school’s complaints procedures. This involvement of The Secretary
of State will only commence once the parent/carer has exhausted all of the school-based stages (up
to, and including, a Governors’ Complaints Panel, Stage 3 of the Complaints Procedures).

Complaints must be submitted in writing to:The Secretary of State
Sanctuary Buildings
Great Smith Street
London
SW1P 3B7
The written complaint must include the following information:




details of the original complaint
the decision and recommendations/ action (if any) of the Governors’ Complaints Panel
reason for believing the original complaint was not dealt with fairly and in accordance with the
school’s complaints procedures
the expected desired outcome.

The Secretary of State will acknowledge the parent/carer’s complaint within 5 working days.



 Make an appointment to put your complaint to the Headteacher.
 Parents/carers can be referred to the Parent Partnership Service on 01905 610858
www.worcestershire.gov.uk/cms/parent-partnership who will provide support.
 If you are not satisfied you can refer the matter to the
Governing Body.
If you remain unsatisfied you can then refer the matter to the Secretary of State for Education
at, Sanctuary Buildings, Great Smith Street, London, SW1P 3B7
 The LA/CSA must inform the complainant of the decision and
required action.

The Secretary of State
will request and examine all relevant paperwork, (including the school’s complaint policy) from both
parties and will collate additional information if required. This may necessitate a meeting with the
Headteacher, Chair of Governors, or the parent/carer. This review will cover records and
correspondence produced at each school stage.

The Secretary of State will communicate their findings within 20 working days of receipt of the
complaint in writing to all parties and if appropriate, will make recommendations for future action
by the school. Copies of this letter will be sent to the Chair of Governors.

Any recommendations made by The Secretary of State as a result of its review can only be
advisory, and as such, is not binding on any of the parties. However it is anticipated that Governing
Bodies would consider any such recommendations as a genuine means of securing fair and
reasonable practice in the best interest of the school.

Reviewed - autumn 2015

