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Introduction 

The Headteacher and staff genuinely want to provide a good education for all the children in their 
school and they try to build positive relationships with all parents to help achieve it.  However, there 
may be situations where parents feel aggrieved or disagree about something the school does or 
doesn’t do.  Hopefully, this can usually be settled by informal dialogue.  But when this fails to resolve 
the parent’s concern, a formal complaint can be made. 
 

Informal Process 

Parents are requested to try the informal route first as follows:  

 If the concern is about something in the classroom or school, parent should talk to the 
classroom teacher to see if she can resolve it.   

 If the concern is about a member of staff, or the classroom teacher has been unable to 
resolve the complaint to the satisfaction of the parent, they should arrange to see the 
Headteacher. 

 If the concern is about the Headteacher or she has been unable to resolve the complaint, they 
should make an informal approach to a member of the Board of Governors to see if it can be 
resolved through dialogue. 

 

Formal Process 

Only if the informal route has failed should the formal one be resorted to, as follows: 

 Write to the Chairman of the Governing Body, stating the nature of the complaint and how 
the school has handled it so far.  The Board is required to consider a written complaint within 
three weeks of its receipt. 

 The Governing Body must arrange a meeting to discuss the complaint and invite the person 
making it to attend, giving at least three days notice. 

 After hearing all the evidence, the Board meets in private to make a decision which is 
communicated to the parent in writing.  The Governors are required to do all they can to 
resolve the complaint. 

 If the complaint is still not resolved to the parent’s satisfaction, they can write to the Local 
Authority which convenes a further meeting chaired by an independent person, which 
considers all the facts of the case and makes a further judgement. 

 If the parent is still not content that the complaint has been dealt with properly, they are 
entitled to appeal to the Secretary of State for Education. 

 

Monitoring & Review 

The Headteacher logs all complaints received and records how they were resolved.  Governors 
monitor the records and review them on an annual basis to ensure all complaints are handled 
properly. 

This policy is reviewed annually to take account of local or national changes that affect the complaints 
process. 

Note: The School Business Manager can clarify the procedure and supply any contact details on 

request. 

END 


