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Wodensfield Primary School Complaints Procedure 
 

Informal procedure 
 
As a matter of daily routine, schools receive numerous contacts from parents and other 
interested parties. Many of these will be resolved simply by providing information or through 
the arrangement of an informal meeting. Therefore, the initial approach should normally be 
made to the school office, or to the individual member of staff who is likely to be able to 
provide the necessary information.  
 
In some cases, it may be necessary to request a meeting with a senior member of staff. Any 
such request should be made via the school office, 
The procedure is likely to stop at this stage if the concern has been explained satisfactorily, or 
a shared understanding has been reached regarding the issue raised.  
 
In order to address enquiries and complaints the school has a mechanism so that they are 
directed to the appropriate persons for resolution: 
 
 
 
Contact/Complaints Triage Table 
 

Nature of Contact Appropriate person to receive 
contact 

Relevant Policy/Procedure 

Request for published 
information 

School Office FOI Act 
Charging Policy 

Request for personal 
pupil information 

Head Teacher or Data 
Protection Officer 
 

Data Protection Policy 
section 19 
Charging Policy 

Complaint about GB 
policy 
(content or application 
of) 

Clerk/Chair General Complaints 
Procedure 

Concern about provision 
of facilities or services by 
the school 

Head Teacher 
Chair 

General Complaints 
Procedure 
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Allegation about conduct 
of a member of staff 

Head Teacher 
Or Chair (if allegation against 
head) 

School Staff Discipline 
Procedure (Confidential to 
School and Employee) 

Allegation of verbal or 
physical assault by 
employee on pupil 

Head Teacher OR 
Child Protection co-ordinator 
Or Chair (if allegation against 
head) 

Local Child Protection 
Procedures Local Authority 
Designated Officer (LADO)   
(Confidential to school, LA  
and parents of alleged 
victim) 

Allegation about 
capability of a member of 
staff 

Head Teacher 
Or Chair (if allegation against 
head) 

School Staff Competence 
Procedure (Confidential to 
School and Employee) 

Conduct of another pupil 
(e.g. bullying) 

Head Teacher or  
Senior member of staff 

School behaviour and 
discipline procedures 
(Confidential to School and 
parents of alleged 
perpetrator) 

Discipline of a pupil Head Teacher or  
Senior member of staff 

School behaviour and 
discipline procedures 
(Confidential to School and 
parents of pupil) 

Content of /Failure to 
maintain an   Education 
Health and Care Plan 
(EHCP) 

Head Teacher /SENDCO 
LA  

LA procedures 

Admissions LA  Admissions Procedure 
Admissions Appeal 
Procedure 

Exclusion LA  Exclusion Appeal Procedure 
Failure to provide 
National Curriculum  
Entitlement or 
Inappropriate Curriculum 

Head Teacher 
Clerk to GB 
LA 

LA Procedure 

Extended Services Manager of relevant service 
ASC  H/T 

Procedures of Service 
Provider 

Decision to remove 
licence for a person to 
enter school premises 
(banning) 

Clerk to GB/Chair GB Appeal Committee 

 
 
 
 
 

 
Stage One: Complaint Heard by Staff Member 
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It is in everyone’s interest that complaints are resolved at the earliest possible stage.  The 
experience of the first contact between complainant and the school can be crucial in 
determining whether the complaint will escalate.  To that end, if staff are made aware of the 
procedures, they know what to do when they receive a complaint. 
 
It would assist the procedure if the school respected the views of a complainant who indicates 
that he/she would have difficulty discussing a complaint with a particular member of staff.  
The staff member should refer complaint to Headteacher.  Where the complaint concerns the 
Headteacher, the staff member can refer the complainant to the chair of governors. 
 
The ability to consider the complaint objectively and impartially is crucial. 
 
Where the first approach is made to a governor, the next step would be to refer the 
complainant to the appropriate person and advise them about the procedure.  It would be 
useful if governors did not act unilaterally on an individual complaint outside the formal 
procedure or be involved at the early stages in case they are needed to sit on a panel at a later 
stage of the procedure. 
 
 
 
Stage Two: Complaint Heard by Headteacher 
 
The Headteacher’s influence will already have shaped the way complaints are handled in the 
school.  At this point, the complainant may de dissatisfied with the way the complaint was 
handled at stage one as well as pursuing their initial complaint.  The Headteacher will collate 
the information and decide on the action to be taken. 
 
Stage Three: Complaint Heard by Governing Bodies Complaints Appeal Panel 
 
The complainant needs to write to the Chair of Governors giving details of the complaint.  The 
Chair, or a nominated governor, will convene a GB complaints panel. 
 
The governors’ appeal hearing is the last school-based stage of the complaints process, and is 
not convened to merely rubber-stamp previous decisions. 
 
Individual complaints would not be heard by the whole GB at any stage, as this could 
compromise the impartiality of any panel set up for a disciplinary hearing against a member 
of staff following a serious complaint. 
The governing body may nominate a number of members with delegated powers to hear 
complaints at that stage, and set out its terms of reference.  These can include: 
 

• drawing up its procedures; 

• hearing individual appeals; 

• making recommendations on policy as a result of complaints. 
 
The procedure adopted by the panel for hearing appeals would normally be part of the 
school’s complaints procedure.  The panel can be drawn from the nominated members and 
may consist of three or five people.  The panel may choose their own chair. 
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The remit of the Complaints Appeal Panel 
 
The panel can: 
 

• dismiss the complaint in whole or in part 

• uphold the complaint in whole or in part 

• decide on the appropriate action to be taken to resolve the complaint; 

• recommend changes to the school’s systems or procedure to ensure that 
problems of a similar nature do not recur. 

 
There are several points which any governor sitting on a complaints panel needs to remember: 
 

a. It is important that the appeal hearing is independent and impartial and that it is 
seen to be so.  No governor may sit on the panel if they have had a prior 
involvement in the complaint or in the circumstances surrounding it.  In deciding 
the make-up of the panel, governors need to try and ensure that it is a cross-section 
of the categories of governor and sensitive to the issues of race, gender and 
religious affiliation. 

 
b. The aim of the hearing, which needs to be held in private, will always be to resolve 

the complaint and achieve reconciliation between the school and the complainant.  
However, it has to be recognised the complainant might not be satisfied with the 
outcome if the hearing does not find their favour.  It may only be possible to 
establish the facts and make recommendations which will satisfy the complainant 
that his or her complaint has been taken seriously. 

 
c. An effective panel will acknowledge that many complainants feel nervous and 

inhibited in a formal setting.  Parents often feel emotional when discussing an issue 
that affects their child.  The panel chair will ensure that the proceedings are as 
welcoming as possible.  The layout of the room will set the tone and care is needed 
to ensure the setting is informal and not adversarial. 

 
d. Extra care needs to be taken when the complainant is a child.  Careful consideration 

of the atmosphere and proceedings will ensure that the child does not feel 
intimidated.  The panel needs to be aware of the views of the child and give them 
equal consideration to those of adults.   

 
e. Where the child’s parent is the complainant, it would be helpful to give the parent 

the opportunity to say which parts of the hearing, if any, the child needs to attend. 
 

f. The governors sitting on the panel need to be aware of the complaints procedure. 
 
 
Roles and Responsibilities 
 
The Role of the Clerk 
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Following recommendation from the Department for Education any panel or group of 
governors considering complaints will be clerked.  The clerk will be the contact point for the 
complainant and be required to: 
 

• set the date, time and venue, of the hearing, ensuring that the dates are 
convenient to all parties and that the venue and proceedings are accessible; 

• collate any written material and send it to the parties in advance of the hearing. 

• meet and welcome the parties as they arrive at the hearing. 

• record the proceedings 

• notify all parties of the panel’s decision 
 

 
The Role of the Chair of the Governing Body or the Nominated Governor 
 
The nominated governor role: 
 

• check that the correct procedure has been followed; 

• if a hearing is appropriate, notify the clerk to arrange the panel; 
 
The Role of the Chair of the Panel 
 
The chair of the Panel has a key role, ensuring that: 
 

• the remit of the panel is explained to the parties and each party has the 
opportunity of putting their case without undue interruption: 

• the issues are addressed; 

• key findings of fact are made; 

• parents and others who may not be used to speaking at such a hearing are put 
at ease; 

• the hearing is conducted in an informal manner with each party treating the 
other with respect and courtesy; 

• the panel is open minded and acting independently; 

• no member of the panel has a vested interest in the outcome of the 
proceedings or any involvement in an earlier stage of the procedure; 

• each side is given the opportunity to state their case and ask questions; 

• written material is seen by all parties.  If a new issue arises it would be useful 
to give all parties the opportunity to consider and comment on it. 

 
 
 
 
Notification of the Panel’s Decision 
 
The chair of the panel needs to ensure that the complainant is notified of the panel’s decision, 
in writing, with the panel’s response; this is usually within a set deadline which is publicised in 
the procedure.  The letter needs to explain if there are any further rights of appeal and, if so, 
to whom they need to be addressed. 
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Checklist for a Panel Hearing 

 
The panel needs to take the following points into account: 
 

• The hearing is an informal as possible. 
 

• Witnesses are only required to attend for the part of the hearing in which they 
give their evidence. 

 

• After introductions, the complainant is invited to explain their complaint, and 
be followed by their witnesses. 

 

• The Headteacher may question both the complainant and the witnesses after 
each has spoken 

 

• The Headteacher is then invited to explain the school’s actions and be followed 
by the school’s witnesses. 

 

• The complainant may question both the Headteacher and the witnesses after 
each has spoken. 

 

• The panel may ask questions at any point. 
 

• The complainant is then invited to sum up their complaint. 
 

• The Headteacher is then invited to sum up the school’s actions and response 
to the complaint. 

 

• Both parties leave together while the panel decided on the issues. 
 

• The chair explains that both parties will hear from the panel within a set time 
scale. 

 
 
 
 
Useful Information for parents/carers 
 
Wodensfield Primary School: Meeting Request Form 
 
I wish to meet ............................................... to discuss the following matter: 
 
 
 
 
 

Brief details of topic to be discussed: 
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Your name:  
 
Relationship with school (e.g. parent of a pupil on the school roll): 
 
 
Pupil’s name (if relevant to the matter to be discussed) 
 
 
Your Address: 
 
 
 
 
Telephone numbers 
Daytime:      Evening: 
 
e-mail address: 

 
Signed ............................................................                       Date ..............................  
 
[Please complete this form and return it to the school office]  

School use: 
Date Form received:    Date response sent: 
 
Received by:     Response sent by: 

Dates/times when it would be most convenient for a meeting: 
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Wodensfield Primary School Formal Complaint Form 
 
Please complete this form and return it, via the school office, to the Head Teacher (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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Wodensfield Primary School Complaint Review Request Form 
 
Please complete this form and return it to Head Teacher (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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Information for parents from Local Government & Social Care Ombudsman LGO 
 
What can I do if I am concerned about my child's school? 

• Let the school know about your concerns as soon as possible. Many complaints 
can be resolved quickly and informally. All schools are required to have a 
complaints policy which you can ask for. It will set out how you can go about 
getting your concerns addressed. This will usually involve raising the issue with 
the headteacher followed by a complaint to the school governors if you remain 
dissatisfied. 

What can I do if I am not happy with the school’s and governing body’s 
responses? 

• Local authorities are responsible for education in their area, and may be able to 
offer guidance and advice about state funded schools. These include 
community schools, foundation schools, voluntary aided and voluntary 
controlled schools (but not academies). Your council’s website will contain 
information about the number and type of schools in its area. If you are not sure 
if your school is state funded visit www.edubase.gov.uk 

• If your complaint is unresolved and you feel that the school has behaved 
unreasonably about your concerns, you can complain to the LGO. The 
Ombudsman’s power to investigate complaints is being extended to consider 
parent and pupil complaints about state schools. The Secretary of State will no 
longer consider complaints about schools in Wolverhampton because the 
Ombudsman now has the power to deal with complaints. 

• To complain to the Ombudsman phone:  Advice Team on 0300 061 0614 or 
0845 602 1983 (8.30am to 5.00pm, Mondays to Fridays). You will be able to 
discuss your complaint with one of the advisers. You can text us on 0762 480 
4299. 

• You can complete an online complaint form at www.lgo.org.uk/making-a-
complaint, or you can email us at advice@lgo.org.uk. 

http://www.edubase.gov.uk/
http://www.lgo.org.uk/making-a-complaint
http://www.lgo.org.uk/making-a-complaint
mailto:advice@lgo.org.uk
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