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PARSONAGE FARM PRIMARY SCHOOL 

 
 

Complaints Policy 
 
Date of Policy:  Autumn 2016 
 
Review Date:   Autumn 2018 
 
 
Introduction 
We believe that our school provides a very good education for all our children, and that all 
staff work very hard to build positive relationships with all parents/carers and children. 
However, the school is obliged to have procedures in place in case there are complaints; the 
following policy sets out the procedure that the school follows in such cases. 
 
Aims and objectives 
Our school aims to be fair, open and honest when dealing with any complaint. We give 
careful consideration to all complaints and deal with them as swiftly as possible. We aim to 
resolve any complaint through dialogue and mutual understanding and, in all cases, we put 
the interests of the child above all other issues. We provide sufficient opportunity for any 
complaint to be fully discussed, and then resolved. 
 
The complaints process 
Stage 1 – Complaint heard by Class Teacher/Year Group Leader 
If a parent/carer is concerned about anything to do with their child at school, they should, in 
the first instance, discuss the matter with their child’s Class Teacher and/or Year Group 
Leader. Most matters of concern can be dealt with in this way. All teachers work very hard 
to ensure that each child is happy at school, and is making good progress; they always want 
to know if there is a problem, so that they can take action before the problem seriously 
affects the child’s progress. 
 
Stage 2 – Complaint heard by Assistant Headteacher 
Where a parent/carer feels that a situation has not been resolved through contact with the 
Class Teacher, or that their concern is of a sufficiently serious nature, they should make an 
appointment to discuss it with the relevant Assistant Headteacher.  Any such complaint is 
taken very seriously and each case investigated thoroughly by the Assistant Headteacher, 
who may also involve the Deputy Headteacher.  Most complaints are normally resolved at 
this stage. 
 
Stage 3 – Complaint heard by Headteacher 
If the parent/carer feels the informal complaint has not been resolved, then a formal 
complaint should be made to the Headteacher.  This complaint must be made in writing, 
stating the nature of the complaint and how the school has handled it so far.  On receiving a 
written complaint, the Headteacher or Deputy Headteacher will meet with the parent/carer 
so that they can explain the complaint in more detail.  Following an investigation, the 
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Headteacher or Deputy Headteacher will get back to the parent within two school working 
weeks of receiving the letter, or as soon as possible thereafter. 
 
Stage 4 – Complaint heard by Chair of Governors 
If the parent/carer is not satisfied with the response of the Headteacher, or the complaint is 
about the Headteacher, the parent/carer should write to the Chair of Governors via the 
School Office to request that their complaint is considered further.  Following a further 
investigation, the Chair of Governors will get back to the parent in writing within three 
school working weeks of receiving the letter. 
 
Stage 5 – Complaint heard by Governing Body Appeal Panel 
If the parent/carer feels that the Chair of Governors response has not addressed the 
complaint then they will need to write to the clerk of the Governing Body via the School 
Office, giving details of the complaint and asking that it is put before the Appeal Panel.  The 
Appeal Panel will be drawn from nominated members of the Governing Body and will 
consist of 2/3 people, this will not include the Chair of Governors as this would compromise 
the impartiality of the panel.  The clerk will set the date, time and venue of the hearing, 
ensuring the date and time is suitable for all parties.  They will notify all parties of the 
panel’s decision. 
 
The final stage of appeal is to the Secretary of State for Education. 
If a complaint has exhausted the local procedures, the final stage of appeal is to the School 
Complaints Unit (SCU) at the Department for Education.  The SCU will examine if the 
complaints policy and any other relevant policies were followed in accordance with the 
provision set out.  SCU will also examine policies to determine if they adhere to education 
legislation, however the department will not reinvestigate the substance of the complaint.  
This remains the responsibility of schools.  If legislative or policy breaches are found, SCU 
will report them to the school and the complainant and, where necessary, require remedial 
action to be taken.   
 
Monitoring and review 
The Governors monitor the complaints procedure, in order to ensure that all complaints are 
handled properly. The Headteacher logs all formal complaints received by the school and 
records how they were resolved.   
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