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COMPLAINTS PROCEDURE
(Guidance for Parents/Guardians)

How to make a complaint

Are you unhappy about something at the school?

What to do
» Talk to a member of staff about the problem. Thi®ften the quickest way to put things
right.

What next ?
* If you are still unhappy, make a complaint under sbhool’s complaints procedure.

The procedure has two stages.

Stage 1
« Write to the Headteacher with details of your cosul

What happens next?

* Within 5 school days of receiving the letter thealieacher will let you know that he or she
has received your complaint.

* The Headteacher or another member of staff wikkgtigate your complaint.

* The Headteacher or another member of staff whavestigating the complaint will try to
let you know the results of the investigation withiO school days.

* The school may try to sort out your complaint byetireg you and explaining what has

happened.
Stage 2
* Write to the Headteacher asking for your compl&nbe heard by the school’'s governing
body.

* You should do this within 20 school days of recejvithe school’s response to Stage 1.

What happens next?
* The Headteacher will pass your letter to the clerthe governors.
e The clerk’s job is to help the governors with tldergnistration of complaints.

» The clerk will acknowledge that he or she has resgkyour letter and will forward to the
Chair of Governors.

» The clerk will do this within 5 school days of rgueof your letter.

* The Chair of Governors will investigate and respondriting within 20 school days.
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» If the complaint is not resolved you will need tate/ to the Clerk of Governors to request a
complaints hearing.

* The clerk will arrange for a Governors Complaing@ to hear your complaint within 20
school days of receiving your letter requestingearimg. There will be three governors on
the panel.

* You can bring a friend, representative or intemaretith you to the meeting if you want

* If you have any new written information about ya@omplaint which you want the panel to
consider, send it to the clerk as soon as posdible clerk must have the evidence at least 5
school days before the hearing.

What to expect

There will be three people on the panel.
* The chairperson or vice chairperson of the governor
» Two other governors, one of whom may be a parentmmor.

* The Headteacher and any other people involved um gomplaint will have been invited to
attend. The clerk or someone else will take minutes

» The hearing is formal, but the chairperson willtmymake every body feel at ease.
* The chairperson will ask you to explain your conmiland why you have made it.

* The panel may ask you questions, and then the Blactitr may ask you questions.
* The Headteacher will then make a statement abewtdmplaint.

 The panel may give other members of staff who hbgen directly involved in the
complaint a chance to speak.

» After the Headteacher and other staff have spakenpanel will ask them questions.

You can ask them questions

» If the panel agree, you can call witnesses, angoéimel and the Headteacher can ask them
guestions. The panel and the Headteacher canalseimesses, and you can also ask them
questions.

* The chairperson will ask the Headteacher to mdksahstatement.

* The chairperson will ask everyone who is not ongheel to leave. The panel will then
make a decision about your complaint in private.

The panel'sdecision
» The clerk will write to you with the panel's deasiwithin 5 school days of the hearing.

THIS POLICY SHOULD BE READ IN CONJUNCTION WITH THE CHILD PROTECTION
POLICY.
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