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Rationale 
 
In accordance with Section 29 of the Education Act 2002, all local authority 
maintained schools must have, and make available, a procedure to deal with all 
complaints relating to their school and to any community facilities or services that 
the schools provide, unless separate statutory procedures apply.  These are 
listed at the end of this document at Appendix A: ‘Complaints not Within the 
Scope of this Procedure’. 
 
There are some specific areas where different procedures will be required.  Such 
matters are often not complaints, but rather appeals against a decision by either 
the Governing Body of a school or the Local Authority.  These can be 
categorised as follows:   

 
1. Complaints about the delivery of the National Curriculum or the 

provision of collective worship and religious education  
2. Parental dissatisfaction with the LEA’s decision about special needs 

and where an appeal to the Special Needs Tribunal may be made 
3. Specific appeal rights where there are concerns about school 

admissions and exclusions 
4. Allegations of child abuse  
5. Financial impropriety  
6. Complaints about contracted employees of the school  

 
Procedures for these types of complaint are dealt with at Appendix B: ‘Statutory 
Complaints/Appeals’. 
 
Any person, including members of the general public, may make a complaint.  
Schools must not limit complaints to parents or carers of children who are 
registered at the school. 
 
An anonymous concern or complaint will not be investigated under this 
procedure unless there are exceptional circumstances. 
 
In the event that a complaint concerns the well-being or safety of a child, schools 
have a duty to report this to the Local Authority, and any action taken will be in 
accordance with the school’s Safeguarding Policy (found on the school’s 
website). 
 
If it is determined that staff disciplinary or capability proceedings are required to 
resolve an issue, the complainant will only be informed that action is being taken 
and the outcome of any such action.  The complainant will not be entitled to 
participate, and the details of the proceedings will remain confidential to the 
Headteacher and/or the individual’s line manager. 
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To allow for a proper investigation, concerns or complaints should be brought to 
the attention of the school as soon as possible.  In general, any matter raised 
more than three months after the event being complained about will not be 
considered.  This may, however, be extended in exceptional circumstances, such 
as where the information needed to review the complaint is complex or where 
participant availability presents difficulties.  A mutually acceptable timeframe will 
then be agreed with all involved.   
 
 
General Principles 

• Parents and pupils should be encouraged to express their views on what 
goes on in schools, so that staff receive an early warning of potential 
difficulties, and many problems can be prevented from arising. 

• Parents and others should always know how they can raise concerns or 
lodge a formal complaint. The Complaints Procedure should be easily 
accessible and well publicised. 

• Procedures should be as speedy as possible. 

• Complainants should be supported and referred to independent 
individuals and organisations that may be able to assist them, where 
appropriate. 

• Support should be offered for a person complained against. 

• All complaints should be treated as confidential. 

• If the complaint is upheld, there should be some form of redress. 

• Staff should be aware of the Complaints Procedure and training made 
available where appropriate. 

• Details of any complaint should be fully recorded. 

• The majority of complaints can be resolved informally. 

• It is important for staff to record details of any complaint, but complainants 
must feel able to raise concerns without any formality, either in person, in 
writing or by telephone. 

• A Formal Complaint by a serving Governor must be considered by a 
meeting of the Full Governing Body of the school. 

• A Formal Complaint by a registered pupil will be addressed by teaching 
staff.  Pupils will have the right of appeal to the Headteacher. 

• A register of complaints will be maintained by the school.  
 
 

Raising a Concern or Complaint 
 
The following is an outline of the five stages that can be used to resolve 
complaints: 
 

• Stage 1 – First contact from Complainant will be with the appropriate member 
of staff 
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• Stage 2 – Referral to the Headteacher for Further Investigation 

• Stage 3 – Formal Investigation by Headteacher (or Designate) 

• Stage 4 – Review by the Governing Body 

• Stage 5 – Subsequent Reviews 

 

 

Stage 1:   Informal Discussion 
 
•  Discuss your concern with the appropriate member of staff.  We aspire to form 
good relationships within our school community which we hope will enable you to 
feel comfortable in communicating your concerns or complaints directly with the 
member of staff concerned.  This may be by letter, email, telephone or in person, 
by appointment.   

 
• The nature of the concern and the outcome sought are clarified.  We recognise 
that there is a difference between a concern and a complaint and many concerns 
can be resolved by simple clarification or the provision of information.  It is 
anticipated that most concerns will be resolved at this informal stage. 

 
• The staff member dealing with the concern should make sure that you are clear 
about what action (if any) or monitoring of the situation has been agreed, putting 
this in writing only if this seems the best way to make things clearer.  

 
• Where no satisfactory solution has been found you will be  asked if you wish 
your concern to be considered further. If so, you should be given clear 
information about how to proceed to Stage 2 and should put your complaint in 
writing to the Headteacher within 10 school days.  
 
• In the case of serious concerns it may be appropriate  to address them directly 
to the Headteacher, or to the Chair of the Governing Body if your complaint is 
about the Headteacher. 
 
• If you are uncertain about who to contact, please seek advice from the school 
office or the Clerk to the Governing Body.   
 
 

  

Stage 2:   Referral to the Headteacher 
 
If the issue cannot be resolved informally at Stage 1, you must put the complaint 
in writing to the Headteacher or nominated Complaints Officer. 
 
• The Headteacher will consider the detail of your complaint and will, where 
appropriate, advise when it is a matter to be dealt with under a separate 
procedure i.e. it is one of those issues detailed at Appendices A and B.  
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• The Headteacher should ensure that you understand the process and that your 
letter may be copied to others in order to complete the investigation.  
 
• Your letter of complaint should include all details that might assist the 
investigation, such as names of any witnesses, dates and times of events, and 
copies of relevant documents.  It is very important that you include a clear 
statement of the actions that you would like the school to take to resolve your 
concern.  A Complaints Form is included at Appendix C. 
 
• Please pass the completed form, in a sealed envelope, to the Headteacher or 
the Clerk to the Governing Body, as appropriate. 
 
• If, for any reason, you are unable to submit the complaint in writing the school 
will, on request, offer appropriate help and assistance.   
 
• The Headteacher will investigate the complaint and reach a decision on what 
action, if any, should be taken in response to it.  
 
• The Headteacher (or Chair of Governors) may invite you to a meeting to clarify 
your concerns and to seek an informal resolution.  If you accept that invitation, 
you may be accompanied by a friend or family member (not acting in a legal 
capacity), if you wish, to assist you in explaining the nature of your concerns.  
Brief notes of the meeting will be kept and a copy of any written response will be 
added to the record. 
 
• If it is not possible to resolve your complaint through a meeting with the 
Headteacher (or Chair of Governors), arrangements will be made for the matter 
to be fully investigated.  In any case, you should learn in writing, within 5 school 
days of the school receiving your formal complaint, how the school intends to 
proceed.  This notification will include an indication of the anticipated timescales. 

 
• A decision letter will normally be sent within 10 school days of the receipt of 
the complaint.  
 
• Where it is not possible to issue a decision letter within the above time limit, the 
Headteacher must inform you (within 10 school days) of the date by which a 
decision letter will be issued.  

 
• The decision letter will state your right to take the complaint to Stage 3.  
 
• If the Complaints Officer is somebody other than the Headteacher, and the 
nature of the complaint is serious or urgent s/he may immediately refer the 
matter to the Headteacher (Stage 3) without first investigating the complaint.  
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• If your complaint directly concerns the Headteacher (or a Governor), you should 
write to the Clerk to the Governing Body for the attention of the Chair.   
 
• If your complaint concerns the Chair of Governors, you should contact the Clerk 
to the Governors where an informal resolution will be sought.  If this fails, the 
complaint will go straight to Stage 3 of the procedure and the Vice Chair or an 
independent investigator will conduct the proceedings. 
 
• Any investigation will begin in accordance with the above-mentioned timeline 
and when it has been concluded you will be informed in writing of its conclusion. 
 

 
 

Stage 3:   Formal Investigation by Headteacher (or Designate) 
 
•  If you are not content with the decision reached under Stage 2, the matter may 
be referred under Stage 3 by written notice to the Headteacher within 10 school 
days of receipt of the decision letter. 
 
• If the Headteacher considers the matter serious or urgent s/he may  
immediately refer the matter to the Chair of the Governing Body (Stage 4).  
 
• Under Stage 3, the Headteacher (or Designate) should interview witnesses and 
take statements from those involved.  If the complaint centres around a pupil, the 
pupil should also be interviewed, where possible, with parents/guardians present. 
 
•  A decision letter will normally be sent within 10 school days of the receipt of 
the complaint under Stage 3. 
 
•  Where it is not possible to issue a decision letter within the above time limit, the 
Headteacher must inform you (within 10 school days) of the date by which a 
decision letter will be issued.  
 
•  A decision letter will state your right to take the complaint to Stage 4.  You will 
be advised that, if you wish to take the complaint further, then you should notify 
the Headteacher, in writing, within 10 school days of the date of the decision 
letter. 
 
• If you are not satisfied with the decision or the manner in which the process has 
been followed, you can request that the Governing Body reviews the process 
followed by the school in handling the complaint.  Any such request must be 
made in writing to the Clerk to the Governing Body within 10 school days of 
receiving the notice of the outcome, and must include a statement specifying any 
perceived failures to follow the procedure.  
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Stage 4:   Review by Governing Body 
 
It is important that this review is not only independent and impartial but that it is 
seen to be so.  

 
•  Within 5 school days of receipt of a complaint under Stage 4, the Headteacher 
will send to the Chair of the Governing Body a completed statement (Appendix E) 
together with your notification letter.  
 
• The Chair of the Governing Body will write to you acknowledging receipt of the 
complaint. The acknowledgement should state that the complaint will be 
considered by a Committee of 3 members of the Complaints Panel within 10 
school days of receiving notification of the complaint under Stage 4.  
 
• Membership of the Complaints Panel will be reviewed annually by the 
Governing Body. The Panel does not have to consist solely of governors of the 
school.  
 
•  Membership of the Committee will reflect the following:  

o At least one member of the Committee must be a parent of a pupil at the 
school (not necessarily a parent governor).  

o A majority of the members of the Committee must be governors.  
o Neither the Complaints Officer nor the Headteacher may be a member of 

the Committee.  
 
• Members of the Reviewing Committee will have no prior knowledge of the 
content of the complaint, however, if you feel that there is likely to be a bias, you 
have the right to request an Independent Committee.  Timescales may be 
affected whilst members of an Independent Committee are appointed. 
 
• The Committee will convene within 10 school days to consider what action 
should be taken in response to your complaint.  The Committee may wish to 
seek the views of the LEA.  
 
• Parents/carers and others can make representations to the Committee which 
may be face-to-face, via an intermediary or in writing.   
 
• The Committee may consider that an oral hearing of parties to the complaint is 
the most appropriate way to address the matter. In such cases, the following 
procedures will be followed:  
 

• The Chair of the Committee will ensure that you, the Headteacher, any relevant 
witnesses and other members of the Committee have at least 5 school days 
notice of the date, time and place of the meeting.  
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• Documents should be submitted in time for all parties to the meeting to have 
properly considered them (ideally 5 school days in advance of the meeting), 
otherwise proceedings should be adjourned.  
 
• The involvement of witnesses and staff is subject to the discretion of the Chair 
of the Committee.  
 
• The Chair of the Committee should ensure that proceedings are as informal as 
possible as complainants may be unfamiliar with the process involved and may 
feel overwhelmed. 
 
• The procedure below should be followed:  

o All parties are introduced  
 

o The nature of the complaint is confirmed  
 

o The Headteacher (or investigating governor) explains the school’s 
response following completion of Stages 1 - 3 and relevant witnesses may 
be called  

 

o You state your case and may call relevant witnesses  
 

o You are given the opportunity to question the Headteacher and any 
witnesses  

 

o Committee members question the Headteacher (or investigating governor) 
and any witnesses  

 

o The Headteacher (or investigating governor) is given the opportunity to 
question you and any witnesses  

 

o Committee members question you and any witnesses  
 

o Summing up given by Headteacher (or investigating governor)  
 

o Summing up given by you 

 

o Parties to be asked if they consider that they have had a fair hearing  
 

o Parties to be advised that a decision will be communicated to them in 
writing within 3 weeks of the date of the hearing  

 

o You, the Headteacher and any witnesses leave  
 

• The Committee considers the evidence submitted and the statements made.  
 
• The Committee establishes and records:  

o The facts  
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o The decision (including whether the decision was reached unanimously or 
by a majority vote)  

 

o The reasons for reaching the decision  
 

o Any recommendations arising e.g. changes to school procedures  
 

o Any resource available to the parties to the complaint  
 

•  It is the responsibility of the Chair of the Committee to ensure that the meeting 
and the arising decisions are minuted.  
 
•  A decision letter, together with a copy of the minutes is forwarded to the parties 
to the hearing.  
 
 

 

Stage 5:   Subsequent Reviews 
 
•  If you are still not satisfied with the outcome of Stages 1 – 4, then you have the 
right to refer matters to the Secretary of State for Education and/or the Local 
Government Ombudsman.  

 
• Appeals to the Secretary of State may be made under either Section 496 of the 
Education Act 1996 (unreasonable action) or Section 497 (failure to discharge 
duties) at the following address:  
 

Department for Education 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 

 
• The Local Government Ombudsman has no remit in respect of the internal 
management of a school. The address is as follows:  
 

Local Government Ombudsman  
www.lgo.org.uk 

           Tel:  0300 061 0614 
 
Both the Secretary of State and Local Government Ombudsman will normally 
expect all other avenues open to a complainant to have been exhausted. 
 
 

 
 
  

http://www.lgo.org.uk/
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APPENDIX A 
 
Complaints not Within the Scope of this Procedure 

 
Separate statutory procedures are in place for the following exceptions: 
 

• Admission to schools 

• Exclusion of children from school  

• Statutory assessments of Special Educational Needs  

• School re-organisation proposals  

• Matters likely to require a Child Protection Investigation 

• Whistleblowing  

• Staff grievances and disciplinary procedures 

• Complaints about services provided by other providers who may use the 
school premises or facilities.  
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APPENDIX B  

Statutory Complaints/Appeals  
 
The general complaint procedure will apply, except in the following cases:  
 

1. Where the complaint is about the delivery of the National Curriculum or 
the provision of collective worship and religious education  

2. Where parents are not satisfied with the LEA’s decision about special 
needs they may appeal to the Special Needs Tribunal  

3. Where there are concerns about school admissions and exclusions there 
are specific appeal rights  

4. Where there are allegations of child abuse  
5. Where there is financial impropriety  
6. Where there are complaints about contracted staff 

 
 

1.  Complaints about the delivery of the National Curriculum or the 
provision of collective worship and religious education  
 
• Section 409 of the Education Act 1996 establishes arrangements for dealing 
with such complaints. Parents may use this specific complaint procedure if they 
believe that either the LEA or the Governing Body are failing:  
 
➢ To provide the National Curriculum in a school for a particular child  
➢ To follow the law on charging for curricular activities  
➢ To offer only approved qualifications or syllabuses  
➢ To provide religious education and collective worship  
➢ To provide the information that they have to provide  
➢ To carry out any other statutory duty relating to the curriculum or are acting 

unreasonably in any of the above cases.  
  

• Complaints under Section 409 may be made direct to the LEA. However, in 
most cases, the LEA will require evidence that Stages 1 – 4 of the general 
complaints procedure have been followed.  
 
• Once a complaint under Section 409 has been made to the LEA, the Director of 
Education will arrange for investigation of the complaint by an officer of the 
Education department who will complete it as soon as possible, having regard to 
the principles of the general complaints procedure.  
 
• A copy of the results of the investigation must be forwarded to the parties to the 
complaint.  
 
• Either party to the complaint may challenge the decision by writing to the 
investigating officer within 21 days of the date of the letter notifying them of the 
findings of the investigation.  
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• Upon receipt of a challenge, the Director of Education will arrange for a Panel of 
3 LEA officers to review the initial findings. This Panel must meet within 21 days 
of the receipt of any such challenge and notify the parties to any complaint of its 
findings within 7 days of it meeting.  
 

• If this does not resolve the complaint, then complainants have the option of 
appealing as detailed at Stage 5 of the general procedures.  

 
 

2.     Parents who are not satisfied with the Local Authority’s decision about 
special needs may appeal to First Tier Tribunal (Special Educational Needs 
and Disability) otherwise known as SEND Tribunal 
 
•  If LA and schools are required to have in place procedures for responding to 
children with Special Educational Needs. These procedures follow an agreed 
Code of Practice.  
 
• Stages 1 – 3 of the general complaints procedure will apply to complaints 
relating to Special Educational Needs in respect of the legislative requirements 
relating to schools. Complaints that remain unresolved should then be referred to 
an SEN case officer within the Education Directorate.  

 
•  In some cases, parents may be unhappy with the results of the application of 
the Code of Practice e.g. they may feel that the level of support proposed is 
inappropriate. In such cases, parents may appeal to the SEND Tribunal at the 
following address:  1st Floor, Darlington Magistrates Court, Parkgate, Darlington 
DL1 1RU  (01325 289350). 
 
 
3.   There are specific appeal rights where parents have concerns  about 
school   admissions   and  exclusions  
 
• Parents have the right to express a preference for their child to attend a 
particular school and to appeal against a school’s decision to permanently 
exclude their child. These matters are not complaints, and this procedure is not 
designed to address such matters. The Commercial and Support Services 
Directorate of the Council administers these appeals on behalf of the Education 
Directorate and is able to offer further advice.  
 
 
4.      Allegations of child abuse  
 
•  Suspected child abuse should be referred to either Avon & Somerset 
Constabulary or Child Protection (01275 888888). 
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•  Allegations of abuse against a pupil by a member of staff must be dealt with in 
accordance with the North Somerset Area Child Protection Committee (ACPC), 
which identifies the Principal Education Welfare Officer as the lead officer in this 
respect.  
 
 

5.      Financial impropriety  
 

Complaints about financial impropriety should be referred either to the Director of 
Education or the Audit Manager at North Somerset Council (01275 888888). 
 
 
6.      Complaints about contracted staff  
 
Complaints about contracted staff should be referred to the Headteacher of the 
school concerned. 
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APPENDIX C 
 

Baytree School   COMPLAINTS FORM 

 
Please complete and return to the Headteacher/Chair of Governors as 
appropriate who will acknowledge receipt and explain what action will be taken. 
 

Your name:  

Pupil’s name (if applicable):  

Your relationship to the pupil 
(if applicable): 

 

Address:  

Daytime telephone number*:  

Evening telephone number*:  

Email address*:  

*please indicate preferred contact option 

Please give details of your complaint, including dates and times of events, where 
possible, and names of any witnesses: 
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What action, if any, have you already taken to try to resolve your complaint?  
Who did you speak to and what was the response? 

 

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

 

Are you attaching any supporting paperwork?  If so, please give details: 

 

If it has been more than three months since the incident, please explain the delay 
in making your complaint 

 

Signature:  

Date:  
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For Official Use Only: 

Date acknowledgement 
sent: 

 

By whom:  

Complaint referred to:  

Date:  
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APPENDIX D 
  
  
 

COMPLAINTS COMMITTEE 
 

 
A Committee will be formed, when required, from a panel of Governors and 
Parents: 
 
A Committee will consist of three members from the above panel.  It is noted that 
the Committee does not have to consist solely of Governors of the School. 
 
Membership of the Committee will reflect the following: 
 
1.   At least one member of the Committee must be a parent of a pupil at the 

school (not necessarily a Parent Governor) 
 
2.  A majority of the members of the Committee must be Governors 
 
3.  Neither the Headteacher nor a Teacher Governor may be a member of the 

Committee. 
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APPENDIX E 
Statement to Chair of Governing Body  

 
Stage 4  

 
 

Serial No: 
 

 

Name of Complainant 
 

 

Description of 
Complaint 
 

 

Date Complaint 
Received 
 

 

  

 

Decisions reached: 
 

Stage 1 
 
 

 

Stage 2 
 
 

 

Stage 3 
 
 

 

 
 

Reasons why time limits not met (including referrals under 
urgency/seriousness grounds) 
 
 

 
 
 
 
 

 
 
 
 
Headteacher ………………………..         Date………………………  
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