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Note:  depending on the nature of the complaint, it may be investigated or heard by a body other 

than the Head Teacher and LGB.  See Appendix 1.
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1. Introduction 

 

1.1 Schools value the generally good relations they enjoy with parents and the community.  

These good relations are based on mutual respect and a willingness to listen to other 

points of view.  It is very rare that concerns cannot be resolved through informal 

discussion.  When this is not possible, the complaints procedure provides a framework for 

all concerned to express and resolve concerns and thus to improve provision. 

 

1.2 It is in the best interest of all parties that any concern is expressed and resolved quickly 

and at the earliest possible stage. 

 

1.3 There are specific procedures for certain other complaints (e.g. SEN statements, 

accusations of child abuse, exclusions) which must be followed in those cases - this 

procedure is intended for those complaints which do not appear to fall into any of the 

existing categories. 

 

2. Stage 1 – Informal Resolution 

 

2.1 Many enquiries and concerns can be dealt with satisfactorily by the teacher, the Head, 

the Trust’s Business Manager or other members of staff without the need to resort to a 

formal procedure. Each school values informal meetings and discussions. 

 

2.2 There is no suggested time-scale for resolution at this stage given the importance of 

dialogue through informal discussion although it would be expected that most issues 

would be resolved within 10 school days.  

 

2.3 All schools are happy to receive suggestions and to talk about concerns which help 

them identify areas of success and areas in which they could improve.   Where a 

concern is brought to the school's attention it can often be resolved with a single 

conversation.   Sometimes an issue is more complex and will take more than one 

discussion to resolve. 

 

2.4 Occasionally despite the best efforts of all parties these discussions do not resolve the 

concern, which then may become a complaint.    

 

3. Stage 2 - Investigation by appropriate person: (see Appendix 1) 

 

3.1 Where informal resolution of concerns has not been successful, the complainant is asked 

to confirm the complaint in writing to the Head Teacher (or appropriate person - see 

Appendix 1) and it will be acknowledged in writing.   The Head Teacher copies relevant 

papers to any member/s of staff named in the complaint. 

 

3.2 If the complaint is not resolved by the Head Teacher, then the complainant is asked to 

follow a procedure for mediation. This involves referring the complaint to a Parent 

Governor. The complainant is also given a copy of the full complaints procedure at this 

point. If the complaint is still not resolved after mediation, then it will move to Stage 3. 
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4. Stage 3 - Complaint to the Governing Body/Board (see Appendix 2) 

 

4.1 This can be made only if the complainant has: 

 

• sought to resolve the concern through approaches to the school as described in stages 

1 and 2 

• allowed reasonable time (normally no more than two school weeks) for investigation of 

the concern 

• accepted any reasonable offer by the school to discuss the result of the investigation 

• taken part in any process of mediation offered by the school  

• put the complaint clearly in writing (normally within two months of the event) 

 

4.2 The complainant writes to the governing body/Board clerk at the school requesting a 

meeting of the complaints panel.  Enclosed with the letter is a copy of the written 

complaint submitted at the earlier stages, indicating which matters remain unresolved.   

No new complaints may be included. 

 

4.3 The governing body/Board is responsible for setting up a panel to hear the complaint. 

 

4.4 The panel consists of three governors/Directors who have not previously been involved in 

dealing with the complaint.  Employees of ESW are not members of the panel. 

 

4.5 Investigations at this stage are normally completed within 20 school days of receipt of 

the complaint, unless there are circumstances that require a longer investigatory period. 

The complainant is informed in writing should more time be required. 

 

4.6 Any documents from either the complainant or the school/Trust to be considered by the 

panel, and the names of any witnesses or friends who might attend must be received by 

the clerk at least seven school days before the meeting.   Copies of all papers submitted 

plus the agenda are distributed at least five school days before the meeting date.   

Relevant papers are copied to any member/s of staff named in the complaint. 

 

4.7 The complainant may bring a friend, interpreter or advocate to the meeting. 

 

4.8 If teachers or other members of staff are asked by the Head Teacher to be present at a 

complaints committee meeting, they have a right to bring a friend or professional 

representative. 

 

4.9 It is not appropriate for a student to attend, unless he/she is bringing the complaint on 

his/her own behalf being over the age of eighteen. 

 

4.10 The panel considers the complaint on the basis of the papers they receive and what is 

said at the meeting.  In the event of either party not attending the meeting, the panel 

has discretion to proceed or to adjourn at any stage. 
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4.11 The committee can: 

 

• uphold the complaint in full or in part, and make recommendations to the governing 

body/Board for action 

 or 

• decide to recommend no action be taken and give reasons for the decision  

  

4.12 Having come to a decision about the complaint, the committee may additionally refer 

issues of principle or general practice to another forum, such as the governing body, or 

to an individual such as the Head Teacher. 

 

4.13 The clerk sends the complainant, Head Teacher, and ESW CEO a letter with the outcome 

of the meeting within seven days of the meeting. 

 

4.14 The CEO has the right, under this procedure, to have a representative present at all 

stages of the complaints panel meeting and to have a copy of all associated 

paperwork. 

 

4.15 No further appeal to the governing body/Board is available in the matter of the 

complaint.  

 

4.16 In respect of a grievance arising from a member of staff, this is heard separately under 

existing grievance procedures. 

 

5. Review of Policy 

 

5.1 This policy is reviewed every three years by the Trust Board. 
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Appendix 1 
 

Complaint about Refer to Panel 

 

School issue or staff 

 

 

Head Teacher 

 

Local Governing Body 

 

Head Teacher 

 

 

CEO 

 

Local Governing Body 

 

Shared Services issue or staff 

 

 

Trust Business Manager 

 

ESW Board 

 

ESW Executive staff 

 

 

CEO 

 

ESW Board 

 

CEO 

 

 

Trust Chair 

 

ESW Board 

 

Members of Local Governing Bodies 

 

 

Chair of LGB 

 

Local Governing Body 

 

Chairs of Local Governing Bodies or 

Directors 

 

 

Trust Chair 

 

ESW Board 

 

Trust Chair 

 

 

CEO 

 

ESW Board 

 

  

Stage 2 - Formal Complaint Form 

 
Please note this form is only to be used for Stage 2 formal complaints.  Please ensure you have 

completed all the steps within Stage 1 – Informal Resolution before moving onto Stage 2. 
 

Your name:  

Student’s name:  

Your relationship to student:  

Address: 

Post Code:                                 
Daytime 

Tel: 

 

 

Mobile:  E-mail: 
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Please give concise details of your complaint: 

What action, if any, have you already taken to try and resolve your complaint? (Who 

did you speak to, when and what was the response?): 

 

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



 

Page 9 of 10 

Policy title: Complaints Policy    

Version 0.3 March 2020 

 

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

Signed:  Date: 

 

 

 

 

 

 

 

 

 

Official Use: 

Date acknowledgement sent: 

Acknowledgement sent by: 

Complaint referred to: 

Date: 
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Appendix 2 

 
 

Stage 1 Informal Resolution 

 ESW schools always aim to resolve concerns at the lowest possible level in the 

quickest time possible.  This is done through informal meetings with staff at the 

appropriate level.  The Policy makes clear the routes and appropriate people 

for schools, Shared Services and the Executive Team.  If the complaint is not 

resolved at lower levels and reaches the Head, this is a summary of the 

process. 

 

 

Stage 2 Investigated by the appropriate person 

 

  

 

 

 

 

  

 Parent Governor appointed and has mediation meeting.  

 

 

 

 

 

 

Stage 3  Complainant writes to Clerk of LGB requesting meeting of Governor 

Complaints. Panel explaining how complaint is unresolved. 

 Clerk convenes panel. 

 No further appeal beyond hearing. 
 

 
 

  

 

 

 

Not 

resolved 
Resolved 

End 

Not 

resolved 
Resolved End 


