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COMPLIMENTS, CONCERNS AND COMPLAINTS POLICY 
 
 

This policy provides information on how parents/carers can express their views about the school 
whether that be to offer praise, raise a concern or make a complaint.   
 
Schools are busy, complex organisations.  Our aims centre around our students who are the focus 
of every activity as well as all who are involved in teaching and caring for them – teaching staff, 
support staff and governors. For the vast majority of the time everything goes well.  Teachers teach 
effectively, our students learn and make progress and all involved take pleasure in celebrating 
success and achievement and we are always delighted when parents/carers offer praise or thanks 
for the work we do.  
 
We wish to do everything we can to help students succeed.  Occasionally – because school is about 
people and people are only human – things can go wrong or are perceived to have gone wrong and 
this can cause frustration, disappointment or even anger.  We intend that parents/carers and 
students should never feel – or be made to feel – that a complaint will be taken amiss or will adversely 
affect a student or her opportunities at the school. The policy, however, distinguishes between a 
concern or difficulty which can be resolved informally and a formal complaint which will require 
investigation.  
 
Stage 1 
 
If parents/carers have any concerns we recommend that, in the first instance, these are raised with 
the subject teacher or Head of Department for academic concerns and form staff or Head of Year 
for pastoral concerns. This can be done either in writing or verbally.   
 
Stage 2 
 
For very serious concerns parents may wish to contact the Headteacher or one of the Deputy 
Headteachers at the start of the process or if you feel any difficulty which has already been raised 
has not been resolved.  We shall always listen and respond.  We shall try to resolve every concern 
or complaint in a positive way with the aim of putting right a matter which may have gone wrong and, 
where necessary, reviewing our systems and procedures in the light of circumstances.  Our aim is 
to deal with any concerns/complaints as quickly as possible but if the complaint is received very 
close to the end of a term or half term, then this may take longer to resolve because of holidays and 
the unavailability of staff. 
 
Stage 3  Referral to the Chair of Governors 
 
If parents are dissatisfied with the decision of the Headteacher or Deputy Headteacher their 
complaint may be renewed in writing to the Chair of the Governing Body.  They should write to the 
Chair within five working days of receiving the decision. Their letter to the Chair should give full 
details of your complaint and enclose all relevant documents and your full contact details. Their letter 
will normally be acknowledged within five working days during term time, indicating the action that is 
being taken and the likely timescale.  
 
The Chair will arrange for the complaint to be investigated by the school.  When the Chair is satisfied 
that he/she has established all the material facts and relevant policies, so far as is practicable, he/she 
will notify parents in writing of his/her her decision and the reasons for it. He/she will aim to provide 
a response within fifteen working days of receiving the letter but will inform the parents if this 
timescale will need to be increased. If parents are not satisfied with the Chair's decision they may 
ask for the complaint to be referred to the Review Panel, by writing to the school’s Bursar.  
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Stage 4  Reference to the Review Panel 
 
Only if parents have been through the earlier stages of this procedure, and are dissatisfied with the 
decision that has been notified to them by the Chair, may they request a final hearing by a Review 
Panel. To request a hearing before the Review Panel, they should write to the Bursar within five 
working days of the decision they wish to appeal. This request will only be considered if the relevant 
procedures at Stages 1-3 have been completed. Copies of all relevant documents should 
accompany the letter to the Bursar, stating all the grounds for the complaint and the outcome that is 
desired. The Bursar will acknowledge the request in writing within five working days.  
 
The review will be undertaken by a panel of at least three members appointed on behalf of the 
Governing Body and selected by the Bursar. The Panel members will have no detailed previous 
knowledge of the case, will not include the Chair of Governors, and one member will be independent 
of the management and running of the school. Fair consideration will be given to any bona fide 
objection to a particular member of the Panel.  
 
The Bursar will convene the Review Panel as soon as is reasonably practicable but the Panel will 
not normally sit during school holidays. Every effort will be made to enable the Panel hearing to take 
place within ten working days of the receipt of the request. As soon as reasonably practical and in 
any event at least five working days before the hearing, the Bursar confirm written notification of the 
date, time and place of the hearing, together with brief details of the Panel members who will be 
present.  
 
Parents will be asked to attend the hearing and may be accompanied by one other person such as 
a relative, teacher, or friend, who should not be acting in the capacity of legal representative.  The 
Bursar or nominated Deputy Headteacher will also attend the hearing in order to keep a record of 
the proceedings. Copies of additional documents that parents wish the Panel to consider should be 
sent to the Bursar at least three clear days prior to the hearing.  
 
The Chair of the Review Panel will conduct the hearing in such a way as to ensure that all those 
present have the opportunity of asking questions and making comments in an appropriate manner. 
The hearing is not a legal proceeding and the Panel shall be under no obligation to hear oral evidence 
from witnesses but may do so and/or may take written statements into account.  
 
The Chair of the Review Panel may at his/her discretion adjourn the hearing for further investigation 
of any relevant issue. This may include an adjournment to take legal advice.  
 
After due consideration of the matters discussed at the hearing, the Panel shall reach a decision. 
The Panel's decision, findings and any recommendations may be notified orally at the hearing or 
subsequently and shall be confirmed in writing to parents by electronic mail where appropriate within 
ten working days. If parents do not wish to receive the decision by electronic mail, a copy will be 
given or posted to them. The decisions, findings and any recommendations will be made available 
for inspection on the school premises by the Governing Body.   The decision of this Panel is final. 
 
RECORDS 
 
A written record will be kept of complaints that are dealt with at Stage 2 or proceed to a panel hearing.  
Correspondence, statements and records relating to individual complaints will be kept confidential 
except to the extent required by paragraph 25(k) of Schedule 1 to the Education (Independent 
College Standards) (England) Regulations 2010, that is where access is requested by the Secretary 
of State or where disclosure is required in the course of a school's inspection or under other legal 
authority. In accordance with data protection principles, details of individual complaints will normally 
be destroyed following each school inspection. In exceptional circumstances some details will be 
retained for a further period as necessary.  


