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Policy statement 

Our setting believes that children and parents are entitled to expect courtesy and 

prompt, careful attention to their needs and wishes. We welcome suggestions on how 

to improve our setting and will give prompt and serious attention to any concerns 

about the running of the setting. We anticipate that most concerns will be resolved 

quickly by an informal approach to the appropriate member of staff. If this does not 

achieve the desired result, we have a set of procedures for dealing with concerns. We 

aim to bring all concerns about the running of our setting to a satisfactory conclusion 

for all of the parties involved. 

 

Purpose of a Complaints Procedure 
 

This procedure aims to reassure parents and others with an interest in the school that: 
 

 Where possible, complaints will be dealt with informally and at the lowest possible 

level in school in order to reach a resolution promptly; 

 Any complaint against the school will be dealt with in a fair, open and responsive 

way, with the aim of achieving a speedy and satisfactory resolution; and 

 The school recognises that a willingness to listen to questions and criticism and to 

respond positively, can lead to improvements in school in practices as well as 

provision. 
 

An effective Complaints Procedure will: 
 

 encourage resolution of problems by informal means wherever possible  

 be easily accessible and publicised  

 be simple to understand and use  

 be impartial  

 be non-adversarial  

 allow swift handling with established time-limits for action and keeping people 

informed of the progress  

 ensure a full and fair investigation by an independent person where necessary  

 respect people’s desire for confidentiality wherever possible 

 address all the points at issue and provide an effective response and appropriate 

redress, where necessary  
 

Investigating Complaints  
 

It is suggested that at each stage, the person investigating the complaint makes sure 

that they:  

 

 establish what has happened so far, and who has been involved  

 clarify the nature of the complaint and what remains unresolved  



 meet with the complainant or contact them (if unsure or further information is 

necessary)  

 clarify what the complainant feels would put things right  

 interview those involved in the matter and/or those complained of, allowing them to 

be accompanied if they wish  

 conduct the interview with an open mind and be prepared to persist in the 

questioning  

 keep notes of the interview  

 

Resolving Complaints  

 

At each stage in the procedure schools will want to keep in mind ways in which a 

complaint can be resolved.  It might be sufficient to acknowledge that the complaint is 

valid in whole or in part. In addition, it may be appropriate to offer one or more of the 

following:  

 

 an apology  

 an explanation  

 an admission that the situation could have been handled differently or better  

 It would be useful if complainants were encouraged to state what actions/outcome 

they feel might resolve the problem at any stage 

 An admission that the school could have handled the situation better is not the 

same as an admission of negligence 

 an assurance that the event complained of will not recur  

 an explanation of the steps that have been taken to ensure that it will not happen 

again  

 an undertaking to review school policies in light of the complaint  

 

An effective procedure will identify areas of agreement between the parties.  It is also 

of equal importance to clarify any misunderstandings that might have occurred as this 

can create a positive atmosphere in which to discuss any outstanding issues.  

 

Recording Complaints 

 

Schools should record the progress of the complaint and the final outcome.  A 

complaint may be made in person, by telephone, in writing (email).  An example of a 

complaint form can be found in Appendix 2.  At the end of a meeting or telephone 

call, it would be helpful to ensure that the complainant and the school have the same 

understanding of what was discussed and agreed.  A brief note of meetings and 

telephone calls can be kept and a copy of any written response added to the record. 

 

Monitoring the Policy 

 

The Governing Body should review their Complaints Policy regularly and monitor the 

number and range of complaints received, how these were dealt with and any action 

taken.  The monitoring and review of complaints can be a useful tool in evaluating the 

school’s performance. 

 

Complaints about the Headteacher 



Where it is clear that a complaint is against the Headteacher the matter has to be 

referred immediately to the Chair of Governors who, acting as line manager, will be 

responsible for dealing with the matter. 

 

It is not always clear if the complaint is against the Headteacher given they are 

responsible for all operational decisions across the school even if made by other staff.  

In most cases complaints raise concerns around the conduct of the Headteacher.  In 

any event, advice from the Local Authority should be sought. 

 

School and Governor Support Service can assist in the investigation of such complaints 

if the individual schools have bought back into the Support to Chairs Service Level 

Agreement.  If not, support can be arranged but at a higher cost. 

 

Time Limits  

 

Complaints need to be considered, and resolved, as quickly and efficiently as possible. 

An effective complaints procedure will have realistic time limits for each action within 

each stage. However, where further investigations are necessary, new time limits can 

be set and the complainant sent details of the new deadline and an explanation for 

the delay.   

 

The time limits are set using school working days i.e. excluding school holidays.  

 

At each stage it is helpful to clarify exactly who will be involved, what will happen, and 

how long it will take.  There may, on occasion, be the need for some flexibility, for 

example, the possibility of further meetings between the complainant and the person 

investigating the complaint.   

 

Procedures 

All settings are required to keep a 'summary log' of all complaints that reach stage two 

or beyond. This is to be made available to parents as well as to Ofsted inspectors.  

Making a complaint 

Stage 1- Informal complaint. Complaint heard by a staff member 

 Any parent who has a concern about an aspect of the setting's provision talks over, 

first of all, his/her concerns with the headteacher. 

 Most complaints should be resolved amicably and informally at this stage. 

Stage 2- Complaint heard by Headteacher 

 If this does not have a satisfactory outcome, or if the problem recurs, the parent 

moves to this stage of the procedure by putting the concerns or complaint in writing 

to the Headteacher or Chair of Governors. 



 For parents who are not comfortable with making written complaints, this may be 

completed with the Headteacher and signed by the parent. 

 The setting stores written complaints from parents in the child's personal file. 

However, if the complaint involves a detailed investigation, the Headteacher may 

wish to store all information relating to the investigation in a separate file designated 

for this complaint. 

 When the investigation into the complaint is completed, the Headteacher meets 

with the parent to discuss the outcome. 

 Parents must be informed of the outcome of the investigation within 15 days of 

making the complaint. 

 When the complaint is resolved at this stage, the summative points are logged in the 

Complaints Summary Record. 

Stage 3- Appeal heard by a Committee of the Governing Body 

 If the parent/complainant is not satisfied with the outcome of the investigation, he 

or she should write to the Clerk of the Governing Body within 10 school days giving 

details of the concerns and asking for an appeal against the decision or action 

taken by the Headteacher. The Clerk will seek to arrange a meeting of the 

appropriate Committee of the School’s Governing Body within 20 school days. The 

parent should have a friend or partner present if required and the Headteacher 

should have the support of the chairperson of the Governing Body present. 

 An agreed written record of the discussion is made as well as any decision or action 

to take as a result. All of the parties present at the meeting sign the record and 

receive a copy of it. 

 This signed record signifies that the procedure has concluded. When the complaint 

is resolved at this stage, the summative points are logged in the Complaints 

Summary Record. 

The role of the Office for Standards in Education, Early Years Directorate (Ofsted) and 

the Local Safeguarding Children Board 

 Parents may approach Ofsted directly at any stage of this complaints procedure. In 

addition, where there seems to be a possible breach of the setting's registration 

requirements, it is essential to involve Ofsted as the registering and inspection body 



with a duty to ensure the Welfare Requirements of the Early Years Foundation Stage 

are adhered to. 

 The number to call Ofsted with regard to a complaint is: 

0300 123 4666 

 If a child appears to be at risk, our setting follows the procedures of the Local 

Safeguarding Children Board in our local authority. 

 In these cases, both the parent and setting are informed and the Headteacher 

works with Ofsted or the Local Safeguarding Children Board to ensure a proper 

investigation of the complaint, followed by appropriate action. 

The Complaints Committee 

 

The Committee should consist of no less than three Governors who will appoint their 

own Chair.  The Headteacher would be expected to attend the appeal hearing to give 

evidence and explain the conclusions. 

 

The Committee 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 procedures to ensure that 

problems of a similar nature do not recur. 

 

Notification of the Committee’s Decision 

 

The Chair of the Committee needs to ensure that the complainant is notified of the 

Committee’s decision, in writing. 

 

The Clerk to the Governing Body will notify in writing the outcome of the appeal to the 

complainant and Headteacher within five school days of the hearing. 

 

Further Recourse 

 

Secretary of State for Education 

 

The decision of the Governors’ Complaints Committee is final but under Section 496 or 

497 of the Education Act 1996, complainants have a right of appeal to the Secretary of 

State for Education on the grounds that: 

 A Governing Body is acting or proposing to act unreasonably; or  

 The Governing Body has failed to discharge its duties under the Act. 

The Secretary of State would not take action until the school procedures have been 

completed. 

 



Contact Details: Public Communications Unit, Department for Education, Sanctuary 

Buildings, Great Smith Street, London, SW1P 3BT Tel 0870 000 2288 

complaints@dfe.gsi.gov.uk 

 

 

Local Government Ombudsman 

 

 If a complainant feels that there has been maladministration in the manner in which 

a complaint has been dealt with, they can take this to the Local Government 

Ombudsman. The Ombudsman can investigate complaints about how something 

has been done but they cannot question what has been done simply because 

someone does not agree with it.  The Ombudsman cannot investigate the internal 

management of schools and colleges. 

 The Ombudsman would not take action until the school procedures have been 

completed. 

 

Contact Details: Local Government Ombudsman Advice Team 0300 061 0614 email 

enquiries@legalombudsman.org.uk 

 

Vexatious Complaints 

If properly followed, the complaints procedure will limit the number of complaints that 

become protracted.  However, there will be occasions when, despite all stages of the 

procedures having been followed, the complainant remains dissatisfied.  If the 

complainant tries to reopen the same issue, the Clerk to the Committee hearing the 

complaint at Stage 3 of the process is able to inform them in writing that the procedure 

has been exhausted and that the matter is now closed.   

Records 

 A record of complaints against our setting and/or the children and/or the adults 

working in our setting is kept, including the date, the circumstances of the complaint 

and how the complaint was managed. 

 The outcome of all complaints is recorded in the Summary Complaints Record 

which is available for parents and Ofsted inspectors on request. 
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