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At Chipping Campden School, we value highly our partnership with parents and endeavour to avoid issues that 
cause dissatisfaction.   Our skilled and professional staff work hard to ensure that students are helped to 
achieve their potential, both academically and socially, and maintain the highest standards at all times.  
We recognise that sometimes things can go wrong and parents, carers and members of the public may need to 
make a complaint or raise concerns they have with the school. This policy sets out how a complaint will be 
dealt with.  
 
There are other specific complaints procedures available for employee grievances, whistleblowing and 
disciplinary proceedings. 
 

General Principles 
 
This procedure contains advice for resolving complaints; an indication of time limits; and advice on the conduct 
of meetings. 
 
Every attempt will be made to adhere to the time limits specified in the procedures which follow, but these 
may in exceptional circumstances need to be exceeded – perhaps because someone involved is absent from 
school or a more in depth investigation is judged to be required. If this is the case, the person managing that 
stage of the process will communicate that to the complainant, advising the reasons and setting out a new 
time-scale. 
 
A complaint will usually be considered as ‘out-of-time’ if it is raised more than 12 weeks after the matter is 
known to the complainant. 
 
Anonymous complaints will not be investigated, except in exceptional circumstances – such as child protection 
issues. We also reserve the right not to investigate complaints we consider to be vexatious or malicious. 
 
The aim of this policy is to resolve concerns at the earliest opportunity, and effect resolution and 
reconciliation if there has been friction.  If the complaint needs to be formalised, the complainant will be 
asked to write down the substance of the complaint either on a form, an example of which is found in 
Appendix 1, or in a statement covering the headings set out in the form.  This form or statement will also invite 
a view from the complainant about what actions might be felt to resolve the problem. 
 

Possible Resolutions 
 
Many concerns may be resolved by explanations, others by a simple apology.  Other complaints may result 
from a school procedure which could have been handled differently.  Such an acknowledgement would be an 
appropriate resolution, as would assurances about systemic or procedural changes made to ensure that events 
complained about, (if the complaint is justified) is less likely to recur.  Others may be resolved by an 
undertaking to review school policies in the light of a complaint. 
 

Later Stages 
 
Where concerns are not resolved on an early timescale, the procedure allows for formal consideration by the 
Principal, and later still, by a Governors’ Complaints Panel. 
 

  



 
 

Complaints Policy and Procedure 

Complaints Policy and Procedure        Page 3 of 7 

Unresolved Complaints 
 
Occasionally, a complainant may remain dissatisfied, even though this procedure has been used through all its 
stages.  However, it will not normally be possible to re-open the same issue.  In such circumstances, the Chair 
of Governors will inform the complainant that the procedures have been exhausted and that the matter is 
closed. 
 
 

School Complaints Stages in Detail 
 
This school will monitor and record parents/carers compliments, concerns and complaints.  This will endorse 
and ensure the continuation of our good practice. 
 
Parents who wish to speak to a member of staff should seek to make an appointment in order to do so at a 
mutually convenient time.  
 
It is acknowledged that, where concerns are raised, they are more often than not raised with a more senior 
person, for example, a Pastoral Leader, Curriculum Leader or member of the Senior Leadership Team rather 
than a more junior staff member.  The first stage, therefore could, if appropriate, be dealt with informally by 
one of a number of possible people. 
 

Stage 1 (Informal) 
 
Where any member of staff becomes aware of a voiced concern, they should deal with it themselves if it is 
appropriate, and they feel comfortable in doing so.  Many concerns can be resolved by simple clarification or 
the provision of information.  It is anticipated that most concerns can be readily resolved at this informal stage.  
Where the person approached feels uncomfortable with dealing with the matter directly, they should involve, 
for example, their line manager. If a parent complains about the actions of a member of staff to that member 
of staff, they must report it to their line manager. The matter should be reported to the line manager in any 
case, so they are aware of the concern raised, the actions taken and the resolution achieved. Notes of contact 
with parents, including e-mails and ‘phone calls,  may be kept on file, as will details of actions taken in response 
to the complaint.  
 
In the case of serious concerns (or where the line manager deems it more appropriate to do so) it may be 
necessary to refer these matters directly to the Vice Principal or Principal.  
  
Where the complaint is specifically about the Principal, similarly the parent/carer should discuss this with 
him/her at this stage first.  Where this is not resolved a complaint against the Principal may be referred to the 
Chair of Governors. 
 
It is not appropriate for a complaint to be directed through a Governor.  Any Governor receiving a complaint 
will give advice that there is an established procedure, and refer the complainant to the appropriate person 
(this is because a Governor acting unilaterally could prejudice the involvement of Governors at a later stage). 
Where informal attempts by the school have failed to bring about a satisfactory resolution for the 
parent/carer, the parent/carer is entitled to request that the complaint is dealt with informally by a more 
senior member of staff or that the complaint be treated more formally.  Unless the complaint directly concerns 
the Principal, it will be him/her who deals with this next stage (Stage Two). 
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Stage 2 (Formal) Dealt with by the Principal 
 
This stage can be initiated if/ when an expression of dissatisfaction with the outcome of stage one is received 
by the school.  At this point, a copy of these Procedures and Policy will be sent to the complainant within 5 
school days of receipt of the complaint, together with the formal complaint form (Appendix 1). After the formal 
complaint form is returned, or a statement addressing all aspects required by the form, it will be acknowledged 
within 3 school days and the investigation will commence. 
If the complaint concerns the Principal, the Chair of Governors is personally responsible for following the 
procedures in Stage 2.  Otherwise, the Principal deals with this stage or delegates it to a senior member of staff 
who will report to him/her. The investigation should involve the review of any relevant documentation and 
information.  If necessary, witnesses will need to be interviewed and statements taken from those involved.  If 
the complaint centres around a student, the student will also usually be interviewed.  
 
This is the first stage of the formal complaints process and as a result, all communications between parties will 
be recorded in writing. 
 
Before proceeding with a formal investigation, the Principal may wish to meet with the individual and discuss 
his/her concerns and wishes.  It may still be appropriate and satisfactory to reach an informal resolution at this 
point.  If not, the Principal will decide whether the individual’s complaint will be dealt with by this policy or 
another formal procedure.  In the latter case, the Principal will advise the complainant as to the next steps. 
 
The outcome of the investigation should be communicated to parents/carers, either at a meeting (followed up 
in writing) or as a written response.  This response should explain the outcome and should be supported by 
reasons for reaching this decision and what action, if any, will be taken.  If management action is subsequently 
required against an employee of the school, the parents/carers will not have access to this information. This 
response should be provided within 10 school days of acknowledging the complaint, unless an alternative 
timescale has been agreed.  
 
If the complainant is still dissatisfied with the response given and would like to take the complaint further, they 
should make this clear in writing to the Principal.  On receipt of that request, s/he will send on the complaint 
form/statement and all associated information to the Chair of Governors.   
 

Stage 3 (Formal) Dealt with by Governors’ Panel 
 
On receipt of the information from the Principal, the Chair of Governors will verify that the parent/carer has 
properly exhausted all stage 2 procedures. If not satisfied, the Chair will refer the matter back to the Principal.  
When satisfied, the Chair will contact the Clerk and liaise with him or her to make preparatory arrangements 
for the Governors’ Complaints Panel Meeting.   
 
The Chair of Governors will identify three governors chosen from an agreed pool of governors to form the 
Complaints Panel, and the Panel will appoint its own chair.  
 
The Chair of Governors or Clerk to the Governors' Complaints Panel will acknowledge (to the complainant) 
receipt of the information from the Principal within 5 school days.  
  
This letter will inform the parent/carer that the complaint will be heard by the Complaints Panel within 15 
school days.  In exceptional circumstances, the parent/carer will be notified where this time period will need to 
be extended and the reasons for this. 
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The Clerk of the Panel will convene a meeting of the Complaints Panel, (as identified by the Chair of 
Governors), and arrange a time and date for the meeting convenient to all parties.  All relevant documentation 
from the Principal and the parent/carer will be distributed to all parties, (including the Panel members) in 
advance of the meeting. 
 
Parents /carers will be asked to attend a meeting of the Panel (with accompanying relative or friend if desired). 
No new evidence can be produced at the panel; only information circulated beforehand can be considered.  
 
The Chair of the Panel will ensure that the parent/carer is notified of the Panel’s decision in writing within 10 
working days of the meeting.  The response will include action (if any) that needs to be taken and where 
appropriate, suggest changes to, or review of, the school’s systems or procedures to ensure that similar 
problems are less likely to happen again. 
 
If the parent/carer is dissatisfied with the response they have been given, and would like to take the complaint 
further, they should be referred to stage four of this procedure. 
 
Equally, if the Principal or any member of the governing body perceives due process has not been followed, 
s/he may wish to refer the matter to Stage 4 for adjudication. 
 

Stage 4 Appeals 
 
If at the end of Stage 3 the complainant considers that the procedure has not been properly followed, they 
should write to the Chair of Governors to request a hearing before an appeals panel. The remit of the panel is 
to review the process that leads to the decision rather than the decision itself.  
 
The Clerk to the Governors will then be charged with the task of arranging a review panel. This should have 2 
appropriately qualified persons who are independent of the school. The panel will be supplied with all the 
paperwork relevant to the complaint and the procedures up to and including the final decision communicated 
by the Governor’s panel and the complainant’s request for a panel hearing.  Only paperwork and information 
that has gone before the governor’s panel will be considered. The school, as represented by the Principal and 
the Chair of Governors, set out their case. The complainants, accompanied by one representative of their 
choice if desired, will be invited to make their case. The panel will have the opportunity to ask questions of 
both parties regarding the procedures then will retire to make a decision. This will be communicated to both 
parties in writing within 10 days of the hearing.   
 
Education Funding Agency (EFA) 
The government has issued guidance on making a complaint against an Academy entitled ‘Procedure for 
dealing with complaints about academies’. The Education Funding Agency is under an obligation to ensure that 
Academies stick to their contract with them, which is called an Education Funding Agreement. 
 
The EFAs procedures for dealing with complaints are set out on their website. 
https://www.gov.uk/government/organisations/education-funding-agency/about/complaints-procedure 
 
Complaints to the EFA can also be made in writing to: 
EFA institutions - complaints  
Central Intervention Team  
Education Funding Agency  
Earlsdon Park 53-55 Butts Road  
Coventry  
CV1 3BH 

https://www.gov.uk/government/organisations/education-funding-agency/about/complaints-procedure
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Appendix 1 – Formal Complaint Form 
 
Request for a complaint to be considered under section 2 of the School Complaints Policy, after working 
through the informal stages. A copy of the procedure will be given to you with this form. If you would prefer, 
you can present your formal complaint in writing by addressing each of the aspects of the form. 
 
If the complaint involves the Principal, this form (or written complaint) should be sent to school for the urgent 
attention of the Chair of Governors. In any other case, it should be sent to the Principal.  
 

Name of Complainant 
 

 

Connection with the school 
(e.g. ‘Parent of..’)  

 

Description of the informal stage of the process: 
What is the nature of the complaint? 
 
 
 
 
 
 
 
 
 
 
With whom did you raise this complaint initially? 
 
 
What was the resolution you were offered? 
 
 
 
Please explain why you wish to take this complaint to the formal stage 
 
 
 
 
What are you seeking as a reasonable outcome to resolve this complaint? 
 
 
 
 

Name(s) and contact details of 
any supporter/advocate who is 
assisting you*: 
 

 

 
* This will allow the School to provide your supporter with copies of paperwork and dates of meetings as appropriate. If you would rather not give these  
   contact details, you will be responsible for keeping your supporter informed and ensuring they have access to all information and paperwork 
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Appendix 2 COMPLAINTS PROCEDURE STAGE 3: Governor’s Panel 
 
Notes for the Chair 
 

Chair to MAKE CLEAR at start of the meeting: 
 Introductions 

 
Explain: 

 The purpose of the meeting: 
o to hear the complaint 
o to ensure that due process has been followed 
o to consider the resulting evidence/information 
o to conclude whether any action needs to be taken and, where appropriate, suggest changes to, 

or a review of, the school’s systems or procedures to ensure that similar problems are less 
likely to happen again. 

 That minutes will be taken and made available to all parties on request 

 That dialogue will be respectful at all times and all representations will be properly heard 

 Unless extraordinary circumstances present themselves, no new evidence presented at the 
meeting is likely to be considered 

 All parties will be asked to withdraw before the panel makes a decision 

 The outcome of the meeting will be communicated in writing and within 10 working days. 
 


