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1.  
 Procedure for dealing with general complaints  
  



   
 

   
 

2. School Complaints Procedure 

 

i. Introduction 

School Governing Bodies are under a duty to establish a procedure for dealing with general 
complaints relating to aspects of the school and to ensure these are publicised to parents and 
others. How schools choose to publicise this is a matter for local determination but it is 
recommended by both the LA and the Department for Education (DfE) that this is done online.  

This procedure will apply to most general complaints received by the school. However, some 
complaints are subject to separate statutory procedures instead of the general complaints 
procedure, for example issues concerning admission appeals, exclusion appeals, decisions 
about your child's special educational needs or grievances by school staff. These are the 
subject of separate complaints procedures. Copies of these procedures can be obtained from 
the school.  

 

ii. General Principles 
 
• The aim of this procedure is to balance the rights and responsibilities of pupils, parents and 

school staff and to recognise that responsibilities rest with each of these. 

• Schools need to be clear about the difference between a concern and a complaint. Taking 
informal concerns seriously at the earliest stage will reduce the numbers that develop into 
formal complaints. However, formal complaints should always follow the complaints 
procedure. 

• The underlying principle is that concerns ought to be handled, if at all possible, without the 
need for formal procedures. The requirement to have a complaints procedure need not in 
any way undermine efforts to resolve the concern informally. In most cases, the class 
teacher will receive the first approach. It would be helpful if staff were able to resolve 
issues on the spot.  

 
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; 
- 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 
 
It would be useful if complainants were encouraged to state what actions 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. 
 

• The complaints procedure should be easily accessible and well publicised. 

• Complaints should be dealt with as quickly as possible, consistent with fairness to all. 

• Dates and times of conversations should always be recorded and made available to 
investigators, as necessary. It is best practice to take minutes of meetings and discussions. 

• A complaint is not part of any staff disciplinary process. Staff who may be questioned as 
part of a complaints procedure must be treated fairly and have an opportunity to put their 
case forward. They should be offered support in dealing with any investigation into a 
complaint. 



   
 

   
 

• Any member of staff who is complained about will have the opportunity to respond to the 
complaint during the investigation and will be able to see any response sent as a result of 
the investigation. If, however, during the course of considering a complaint, the Governing 
Body concludes that disciplinary procedures should be initiated, Governors will consider  
 
 
this as a separate action, as there is an entirely separate procedure for schools to follow in 
terms of dealing with staff disciplinary matters. 

• Confidentiality must be maintained at all times. All conversations and correspondence must 
be treated with discretion. Parents must feel confident a complaint will not disadvantage 
their child. Anonymous complaints should be disregarded unless someone else can 
substantiate the complaint. All parties to a complaint will need to accept that some sharing 
of information will be inevitable if the complaint is to be investigated fully. However, the 
sharing of information should be kept to a minimum so not to compromise subsequent 
stages of the complaints process. 

• All staff and Governors should have the opportunity to take part in training to raise 
awareness of the school's procedures and to develop their skills in dealing with people who 
wish to complain. 

• All complaints should be recorded and monitored to allow any lessons to be learned by the 
school. 

• Further guidance on dealing with complaints can be provided by the Local Authority's 
Social Care Complaints Team (01924 302840) 
(familyservicescomplaints@wakefield.gov.uk) 

 

iii. Cut-off Limits 
 
It is expected that complaints will be received as soon as possible after an incident arises; the 
procedure suggests that this should be within 3 months of the incident occurring unless there 
are mitigating circumstances. If a complainant wishes to escalate a complaint to the next 
stage this should also be done in a timely manner; the procedure suggests that this should be 
within 10 school days following receipt of the response from the previous stage.  
 
Exceptions will be considered if a valid reason is provided; otherwise the complaint will be 
closed at the end of the last stage reached. 

 

iv. Serial or Persistent 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 Chair of the Governing Body is able to inform them in writing that the 
procedure has been completed and that the matter is now closed. If the complainant writes 
again on the same issue, then the correspondence may be recognised as 'serial' or 
'persistent' and there will be no obligation on the part of the school to respond. It is important 
to note however that, should the complainant raise an entirely new, separate complaint, it 
must be responded to in accordance with the complaints procedure. In this circumstance it is 
not the complainant who is marked as 'serial' or 'persistent'; it is the complaint.  
 
Separately, there is a procedure for dealing with unreasonably persistent complainants 
appended to this Complaints Procedure. 

 
 



   
 

   
 

 
3. Stage One - dealing with informal complaints and concerns 

 

 



   
 

   
 

  



   
 

   
 

4. Stage Two - formal consideration by the Headteacher (or other 
appropriate person) 
 

  



   
 

   
 

5. Stage Three - formal consideration by the Chair of Governors (or 
other designated Governor) 

 

  



   
 

   
 

6. Stage Four - consideration by a Panel of Governors 
 

 



   
 

   
 

  



   
 

   
 

 



   
 

   
 

 
  



   
 

   
 

 

  



   
 

   
 

7. Closure of Complaints 
 

  



   
 

   
 

8. Unreasonably Persistent Complainants 
 

  



   
 

   
 

9. Appendix A: Procedure for dealing with unreasonably persistent 
complainants 

 



   
 

   
 

 

  



   
 

   
 

10. Appendix B: Approach for dealing with complaints about 
Governors 

 



   
 

   
 

 

  



   
 

   
 

11. Appendix C: Stage Two Complaint Form 
 



   
 

   
 

  



   
 

   
 

12. Appendix D: Stage Three Complaint Form 
 



   
 

   
 

  



   
 

   
 

13. Appendix E: Stage Four Complaint Form 
 

  



   
 

   
 

14. Appendix F: Complaint Monitoring Form 
 
 

 


