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HEATHWOOD LOWER SCHOOL 

 
 

Complaints Procedures Policy 
 

Introduction. 

 

The school complaints procedure policy follows the Department of Education guidelines and 

has been ratified by the School’s Governing Body.   

 

Aims 

Our school aims to be fair, open and honest when dealing with any complaint. We give careful 

consideration to all complaints and deal with them as swiftly as possible within prescribed 

timelines. We aim to resolve any complaint through dialogue and mutual understanding and, in 

all cases, we put the interests of the child above all other issues. We provide sufficient 

opportunity for any complaint to be fully discussed, and then resolved. 

 

Summary of the policy 

The School’s complaints policy includes four levels as follows: 

 Level 1 – informal (appointment with class teacher) 

 Level 2 – informal (appointment with the Assistant Headteacher/Headteacher) 

 Level 3 – formal complaint letter to the Headteacher 

 Level 4 – formal complaint requesting a Governors’ Complaints Panel. 

 

Please note: The complaints procedure also addresses the process to follow when concerns or 

complaints are raised about the Headteacher or a specific governor(s). 

 

Procedure for handling concerns and complaints  

 

It is in everyone’s interest, particularly the child or children, for concerns and complaints to 
be sorted out quickly and smoothly. The aim should be that discussions end on a positive note 
with no bad feeling. 
 

Level 1 – Informal 

Parents, carers or guardians should, in the first instance, make an appointment to speak to 

the class teacher about the concern. 
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Level 2 – Informal 

Parents, carers or guardians dissatisfied with the result of the discussions with the class 

teacher at Level 1 should ask for an appointment to meet with the Assistant 

Headteacher/Headteacher.  

 

Level 3 – Formal complaint letter to Headteacher 

 

An issue that has not been resolved through the informal levels 1 and 2 can become an 

official complaint. This is a serious step to be taken. In consideration of future home/school 

relationships everyone concerned will need to negotiate an agreement and concentrate on 

finding a resolution to the issue. 

 

Parents, carers or guardians wishing to move to level 3 must write a formal letter of 

complaint to the Head teacher and complete the Heathwood Lower School Formal Complaint 

Form (Annex 1). These documents will need to set out clearly the issues which have previously 

been discussed and why the parent, carer or guardian considers the issue to be unresolved. 

The Head teacher will acknowledge receipt of the written complaint within 10 school days and 

set out the next stage(s) in the procedure to include the timelines to be adhered to.  

 

Level 4 – Formal complaint requesting a Governors’ Complaints Panel. 

 

Complainants wishing to move to level 4 of the formal complaints procedure will need to write 

a letter to the Chair of Governors to request that a Governors’ Complaints Panel meets to 

hear the complaint. This formal complaint letter must be received within 10 school days of 

the last meeting with the Headteacher concerning the issue. The complainant should write to 

the Chair of Governors at the school address marking the envelope ‘urgent and confidential’. 

The letter will need to set out the complaint that has previously been formally discussed with 

the Headteacher and show why the matter is not resolved. Additionally it should detail what 

actions would resolve the complaint. A template letter “Complaint Review” is attached at 

Annex 2.  

 

Before the meeting:The Chair of Governors should: 

 

 appoint a clerk to the Governors’ Complaints Panel 

 acknowledge the complainant’s letter in writing within 10 school days of receipt 

 arrange for a panel of Governors to meet within 15 school days of receipt 

 provide the Head teacher with a copy of the complainant’s letter, and request written 

documentation relevant to the complaint from the School. 

 

The clerk should send both the complainant’s letter and the school documentation to the 

Governors’ Complaints Panel members, complainant and Headteacher (and anyone else involved 

in the meeting) at least 5 school days before the date of the meeting. The complainant and 

Head teacher will be invited to attend the Governor’s Complaints Panel meeting to give a 

verbal statement in support of their documentation. Each of them can bring someone to 

support them if they wish. 
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At the meeting: 

The complainant and Head teacher (or his/her representative) should provide all the relevant 

information they wish and the Governors’ Complaints Panel members should clarify any points. 

After the complainant and Head teacher (or his/her representative) have provided all the 

information they wish, the Chair will ask all parties to leave except the panel members and 

the clerk. 

 

After the meeting: 

The Governors’ Complaints Panel will write to all concerned within 10 school days to explain 

their decision and suggest a resolution to the problem, if appropriate. The decision of the 

Governor’s Complaints Panel is final.  The complainant will be informed that the matter of 

their complaint has been dealt with and is now closed as far as the School is concerned. They 

will be provided with as much additional information as is possible in the circumstances, while 

respecting any right to confidentiality of third parties. 

  

Finality of decisions. 

 

The decision of the Governors’ Complaints Panel will not be investigated. If, however, the 

complainant feels that the School and Governors have not followed the school’s complaints 

procedure correctly, he/she can contact  the Secretary of State for Education but only on 

the grounds that  the Governing Body has failed to carry out a legal duty or has acted 

unreasonably in the performance of a duty The Secretary of State must be satisfied that a 

decision is unreasonable in the sense that no reasonable authority or governing body, acting 

with due regard to its statutory responsibilities, would have reached that decision. 

 

Once a Governors’ Complaints Panel has heard a complaint, and it is clear that correct 

procedures have been followed, that specific complaint cannot be reopened. If a request is 

received in this respect, the Chair of Governors will inform the complainant that the matter 

is closed. 

 

Concerns or complaints specifically about the Headteacher 

Any complaint under this heading must not refer to the decision that the Headteacher has 

made as a result of the level 3 complaint. If the complainant feels the complaint has not been 

resolved, he/she should proceed to Level 4, a Governors’ Complaints Panel. If the concern or 

complaint is specifically about the Headteacher and is unable to be resolved at the informal 

stage, then it will be necessary for the complainant to formally complain to the Chair of 

Governors. The school will provide the Chair of Governor’s name and the complainant should 

write to him or her at the school address marking the envelope ‘urgent, private and 

confidential’. The Chair of Governors will acknowledge the complainant’s letter in writing 

within 10 school days of receipt and contact the Local Authority for advice. 

 

Concerns or complaints specifically about a governor. 

Complaints against Chairs of Governors 

In the event of a formal complaint being made against the Chair of Governors, which is unable 

to be resolved at the informal stage, then it will be necessary for the complainant to formally 

complain to the Vice-Chair of Governors. The school will provide the Vice-Chair of Governor’s 

name and the complainant should write to him or her at the school address marking the 
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envelope ‘urgent, private and confidential’. The Vice-Chair of Governors will acknowledge the 

complainant’s letter in writing within 10 school days of receipt. 

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. The complaint will be considered to be a Level 4 – formal 

complaint and therefore will be considered by Governors’ Complaints Panel. Complainants will 

be informed of the limited powers of such a committee in these circumstances. If the 

complaint is upheld or upheld in part, the committee may make recommendations to the 

Governing Body. If necessary the complaints panel may be composed of governors from 

another school. 

 

Complaints against Governors 

A formal complaint against a governor other than the Chair should be referred to the Chair, 

who will investigate and seek to resolve it. The school will provide Chair of Governor’s name 

and the complainant should write to him or her at the school address marking the envelope 

‘urgent, private and confidential’. The Chair of Governors will acknowledge the complainant’s 

letter in writing within 10 school days of receipt. 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. If it 

cannot be resolved by the Chair, the complaint will be considered to be a Level 4 – formal 

complaint and therefore will be considered by Governors’ Complaints Panel. Complainants will 

be informed of the limited powers of such a committee in these circumstances. If the 

complaint is upheld or upheld in part, the committee may make recommendations to the 

Governing Body. If necessary the complaints panel may be composed of governors from 

another school. 

 

Vexatious Complainants: it is important to distinguish between people who make a number of 

complaints because they really think things have gone wrong, and people who are being 

difficult. 

Complainants can be frustrated and aggrieved and the School will consider the merits of 

the case rather than the attitude of the complainant.  The School’s policy on dealing with 

unreasonably persistent, harassing or abusive complaints is set out in Annex 3.  

 

Exceptions to the Policy 

The exceptions to this requirement are complaints relating to the Curriculum, Collective 

Worship and Religious Education, some Special Educational Needs issues and Admission, 

where Local Authorities have statutory responsibilities. The Headteacher or Deputy 

Headteacher can give information about this.  There are certain other complaints which fall 

outside the remit of the Governing Body’s complaints procedure, for example, staff 

grievances or disciplinary procedures. 

Allegations of abuse against a member of the school staff must be reported to the 

Headteacher immediately. Allegations of abuse against the Headteacher must be reported to 

the Chair of Governors immediately. 

Immediate contact must be made by the Headteacher or Chair of Governors with the Local 

Authority Child Protection Officer. 
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For complaints that do not fall within the definition of curriculum complaints, the 

responsibility for dealing with them falls entirely on the Governing Body. Appeals against 

governing body decisions and procedures would be heard by the Secretary of State. 

 

Any complaints concerning the conduct of school staff will be handled in accordance with the 

School’s internal disciplinary procedures. The details of such an investigation will remain 

confidential. 

Extended Schools: the governing body will ensure that any third party provider offering 

activities and services through the extended schools programme has their own complaints 

procedure in place. If a third party provider’s complaints process is exhausted and the 

matter is not resolved and it will be referred to a Governors’ Complaints Panel. This ensures 

that the Governors are kept aware of complaints about provision. 

 

Complaints that will not be investigated 

 

 Anonymous complaints will not be investigated unless they are linked to child 

protection issues. 

 

 Complaints brought in excess of three months from the specific incident occurring or 

the source of a specific complaint arising.  

 

 Complaints where the complainant persistently fails to attend meetings or follow due 

process as set out in this policy.  

? 
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Annex 1 

Heathwood Lower School Formal Complaint Form 

 

Please complete this form and return it, via the school office, to the Headteacher (or Clerk 

to the governing body), who will acknowledge its receipt and inform you of the next stage in 

the procedure. 

 

 

Your name: …………………………………………… 

 

Relationship with school (e.g. parent of a pupil on the school roll): 

 ………………………………………………………… 

 

Pupil’s name (if  relevant to your complaint): 

………………………………………………………… 

 

Your Address: 

 

 

 

 

Telephone numbers 

Daytime:      Evening: 

 

e-mail address: 

 

Please give concise details of your complaint, (including dates, names of witnesses etc…), to 

allow the matter to be fully investigated.: 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

You may continue on separate paper, or attach additional documents, if you wish. 

Number of Additional pages attached = 
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What action, if any, have you already taken to try to resolve your complaint? (i.e. who have 

you spoken with or written to and what was the outcome?) 

 

 

 

 

 

 

 

 

 

 

 

What actions do you feel might resolve the problem at this stage? 

 

 

 

 

 

 

 

Signature: 

 

Date: 

 

School use: 

Date Form received: 

Received by: 

Date acknowledgement sent: 

Acknowledgement sent by: 

 

Complaint referred 

to: 

   

Date:    
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Annex 2 

Heathwood Lower School Complaint Review Request Form for the attention of the Chair 

of Governors 

 

Please complete this form and return it to Headteacher (or Clerk to the Governing Body), who 

will acknowledge its receipt and inform you of the next stage in the procedure. 

 

 

Your name: …………………………………………… 

 

Your Address: 

 

 

 

 

Telephone numbers:  

Daytime:      Evening: 

 

e-mail address: 

 

 

Dear Sir 

 

I submitted a formal complaint to the school on ………….  and am dissatisfied by the procedure 

that has been followed. 

 

My complaint was submitted to …………… and I received a response from  …………….. on ………….. . 

 

I have attached copies of my formal complaint and of the response(s) from the school. 

 

I am dissatisfied with the way in which the procedure was carried out, because: 

 

 

 

 

 

 

 

 

 

 

 

 

You may continue on separate paper, or attach additional documents, if you wish. 

Number of Additional pages attached = 
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What actions do you feel might resolve the problem at this stage? 

 

 

 

 

 

 

 

 

 

 

Signature: 

 

Date: 

 

School use 

Date Form received: 

Received by: 

Date acknowledgement sent: 

Acknowledgement sent by: 

 

Request referred to:    

Date:    
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Annex 3 

 

Leaflet that could be sent to persons who make spurious/vexatious or abusive 

complaints, if the policy is adopted by the Governing Body 

 

 

Heathwood Lower School Policy for Handling Unreasonably Persistent, Harassing or 

Abusive Complainants 

  

The Headteacher and governing body are fully committed to the improvement of our school.  

We welcome feedback from parents/carers and will always try to resolve any concerns as 

quickly as possible.  There is a procedure for parents to use if they wish to make a formal 

complaint. 

  

Sometimes, however, parents or carers pursuing complaints or other issues treat staff and 

others in a way that is unacceptable.  Whilst we recognise that some complaints may relate to 

serious and distressing incidents, we will not accept threatening or harassing behaviour 

towards any members of the school community. 

  

The aim of this leaflet is to provide information about our school policy on unreasonably 

persistent complainants or harassment of staff. 

  

What do we mean by 'an unreasonably persistent complainant’? 

  

An unreasonably persistent complainant may be anyone who engages in unreasonable behaviour 

when making a complaint.  This will include persons who pursue complaints in an unreasonable 

manner. 

 

Unreasonable behaviour may include: 

 

 actions which are  

o out of proportion to the nature of the complaint, or 

o persistent – even when the complaints procedure has been exhausted, or 

o personally harassing, or 

o unjustifiably repetitious  

 an insistence on 

o pursuing unjustified complaints and/or 

o unrealistic outcomes to justified complaints  

o pursuing justifiable complaints in an unreasonable manner (eg using abusive or 

threatening language; or 

o making complaints in public or via a social networking site such as Facebook; or 

o refusing to attend appointments to discuss the complaint. 
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What is ‘harassment’? 

 

We regard harassment as the unreasonable pursuit of issues or complaints, particularly if the 

matter appears to be pursued in a way intended to cause personal distress rather than to 

seek a resolution. 

 

Behaviour may fall within the scope of this policy if: 

 

 it appears to be deliberately targeted at one or more members of school staff or others, 

without good cause; 

 the way in which a complaint or other issues is pursued (as opposed to the complaint 

itself) causes undue distress to school staff or others; 

 it has a significant and disproportionate adverse effect on the school community.   

  

What does the school expect of any person wishing to raise a concern? 

 

The school expects anyone who wishes to raise concerns with the school to: 

 

 treat all members of the school community with courtesy and respect; 

 respect the needs of pupils and staff within the school; 

 avoid the use of violence, or threats of violence, towards people or property; 

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

the school a reasonable time to respond to a complaint; 

 follow the school’s complaints procedure. 

  

Schools’ responses to unreasonably persistent complaints or harassment 

 

This policy is intended to be used in conjunction with the school’s complaints procedure.  

Taken together, these documents set out how we will always seek to work with parents, 

carers and others with a legitimate complaint to resolve a difficulty.   

 

However, in cases of unreasonably persistent complaints or harassment, the school may take 

some or all of the following steps, as appropriate: 

 

 inform the complainant informally that his/her behaviour is now considered by the school 

to be unreasonable or unacceptable, and request a changed approach; 

 inform the complainant in writing that the school considers his/her behaviour to fall 

under the terms of the Unreasonably Persistent Complaints/ Harassment Policy; 

 require all future meetings with a member of staff to be conducted with a second person 

present.  In the interests of all parties, notes of these meetings may be taken; 

 inform the complainant that, except in emergencies, the school will respond only to 

written communication and that these may be required to be channelled through the Local 

Authority. 
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Physical or verbal aggression 

 

The governing body will not tolerate any form of physical or verbal aggression against 

members of the school community.  If there is evidence of any such aggression the school 

may: 

 ban the individual from entering the school site, with immediate effect; 

 request an Anti-Social Behaviour Order (ASBO); 

 prosecute under Anti-Harassment legislation. 

 call the police to remove the individual from the premises, under powers provided by the 

Education Act 1996.   

 

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

has been) subject to the Unreasonably Persistent Complaints/ Harassment Policy.  The school 

nevertheless reserves the right not to respond to communications from individuals subject to 

the policy. 

 

 

 


