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Complaints Policy Westmoor Primary School. 
Introduction 
 
At Westmoor Primary School through our complaints procedure, we aim to: 
 

 promote an understanding of the school 
 listen to our pupils, parents and members of the public 
 welcome complaints as a positive means of promoting pupil/parent 

satisfaction 
 use complaints as a means of identifying opportunities to improve our 

services 
 seek to resolve complaints swiftly 
 have clear and published procedures for dealing with complaints 
 keep complainants informed about progress as well as the eventual 

outcome 
 offer appropriate redress where a complaint is found to have substance 
 monitor the pattern and frequency of complaint at senior level 
 regularly review the effectiveness of the complaints procedure. 

 
This model is intended to apply to most general complaints, which a school is 
likely to receive from parents.  It is not intended to cover those aspects of 
school life for which there are specific arrangements: in particular, 
arrangements for complaints about the delivery of the national curriculum and 
the provision of collective worship and religious education.  Parents who are 
not satisfied with an LEA’s decision about special needs assessments may 
appeal to an SEN Tribunal. 
Concerns about school’s admissions and exclusions also have specific appeal 
rights. 
 
Allegations of child abuse, financial mismanagements or other criminal 
activities will need to be dealt with through different procedures.  Complaints 
about school policies and the affects of those policies will be dealt with within 
this procedure at Stage 1 only. 
 
All complaints should be considered confidential and treated with discretion.  
All parties should be made aware that certain information must be shared with 
the appropriate people to allow the complaint to be investigated fully. 
 
The timescales given in this procedure are based on ‘school days’ i.e. days 
during term time when the school is open to all pupils.  They represent the 
minimum time which should be allowed.  It may be possible for the process to 
be carried out on a different timescale with the agreement of all parties. 
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General Advice to people wishing to find out more information from the 
school. 
 
Experience has shown over many years that the majority of concerns that 
parents raise with us are as a result of incomplete information, either on the 
part of the school or the complainant.  This misunderstanding is often the 
result of information, which has been relayed by a child or another adult.  Our 
request is that parents thinking of complaining should first of all seek 
information and/or clarification as this nearly always resolves concerns and 
also look at the ‘Policy for responding to Questions and Queries’. 
 
Experience has also shown that asking for clarification as soon as practicably 
possible resolves the situation quickly.  Remaining calm also helps the school 
staff to deal more quickly with your concerns.  It may be if you feel you will not 
be able to remain calm that you would prefer to put your query in writing, 
making it clear that it is a query and not a complaint.  Please note this does 
not affect your rights to complain. 
 
Stage 1:  Complaint to a member of staff or the Head teacher 
 
Procedure 
 
1.1 The school should respond to a complainant within 10 working days of 

the complaint being received either in writing or verbally and arrange to 
meet at a mutually convenient date within 20 days of the complaint 
being received. 

1.2 The member of staff will make sure that the complainant is clear about 
what action (if any) or monitoring of the situation has been agreed.  
This should be put in writing and the complainant should be asked to 
sign the completed record as an accurate representation of what was 
agreed at the meeting. 

1.3 If the member of staff cannot deal with the matter immediately, he/she 
should make a note of the relevant details.  He/She should make an 
arrangement to meet with the complainant on another date or for the 
complainant to meet with another member of staff. 

1.4 If the complaint relates to the Head teacher, he/she should first discuss 
the issue with the Head teacher.  If this cannot be resolved informally, 
he/she can take the complaint to the Chair of Governors rather than to 
a member of staff, who will also try to resolve the matter informally.  If it 
can not be resolved informally a written complaint should be made and 
moved on to stage 2. 

1.5 The Head teacher may request another member of staff to investigate 
and provide information on his/her behalf.  He/She may also consult 
with an appropriate officer form the Council. 

1.6 Where it is not possible to give an immediate response, the school 
should provide a response to the complainant within ten school days of 
the meeting with the head teacher.  If the complainant is not satisfied 
with the response, he/she may refer his/her complaint to stage 2 within 
ten school days. 
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1.7 If the complaint is against one of the governing body’s policies (or its 
affects) the complaint should not go beyond stage 1 of this procedure.  
A record of the complaint should be made and forwarded to the 
relevant committee of the governing body.  The curriculum committee 
should take into account the complaint in their next review of the policy.  
The curriculum committee may decide to review the policy immediately 
as a result of the complaint.  The complaints committee should ensure 
that the complainant is informed of the outcome. 

1.8 If after being invited to come to discuss their complaint, complainants 
do not arrange to meet with the Head teacher to pursue their complaint 
within 20 days of making the original complaint it is deemed to be void 
and may not be reintroduced. 

1.9 If the complainant is not satisfied with the response they must make 
the Head teacher aware of this in writing within 10 days of the meeting 
in order to proceed to stage 2 otherwise the complaint will be deemed 
to have lapsed and may not be reintroduced.  Complaints must 
proceed through Stage 1 prior to moving on to Stage 2. 

 
Stage 2:  Consideration by the Chair of Governors 

    (or a nominated Governor) 
 

Background 
 
2.1 The complaint should be out in writing (if this has not already been 

done) to enable the Chair of Governors to investigate it fully.  This 
statement would need to explain the original complaint and why they 
are not satisfied with the outcome at Stage 1. 

 
Procedure 
 
2.2 The Chair of Governors should acknowledge receipt of the complaint 

within ten school days.  The letter should outline the process for stage 
2 of this procedure or give the complainant a copy of the leaflet for 
parents.  It should also give a target date for providing a response to 
the complaint.  This should normally be within ten school days of the 
complainant indicating that they wish to proceed to Stage 2, but may 
be longer depending on the nature of the complaint.  If the target date 
cannot be met, the Chair of Governors should write to the complainant 
explaining the delay and providing a revised target date. 

2.3 The Chair of Governors should invite the complainant to meet him/her.  
The complainant will be asked to provide any further information. 

2.4 If necessary, the Chair of Governors should interview any witnesses 
and take statements from anyone involved.  If the complaint centres on 
a pupil, the Head teacher or the Chair of Governors should also 
interview the pupil, subject to parental approval.  This should normally 
only take place in the presence of a parent/carer.  Certain situations 
may require the interview to take place without the parent/carer 
present.  This includes where a delay would seriously hamper the 
investigation or if the pupil specifically requests that a parent/carer is 
not present.  A member of staff who is not involved in the complaint, 
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and with whom the pupil is comfortable, should be present during the 
interview. 

2.5 The Chair of Governors should record all meetings, telephone 
conversations and any other relevant documents. 

2.6 Once the Chair of Governors has established all relevant facts, he/she 
should write to the complainant.  The letter should contain a response 
to the complaint and or the offer of a meeting to discuss the response. 

2.7 The Chair of Governors response should contain a full explanation of 
the decision and the reasons for arriving at the decision.  It should also 
contain any relevant action to be taken by the school.  The complainant 
should also be informed that if he/she still feels dissatisfied, he/she 
should notify the chair of the governing body, in writing, within 10 days 
of receiving the letter that he/she wishes to refer his/her complaint to 
stage 3. 

 
 
Stage 3:  Review by a committee of the governing body 
 
Background 
 
3.1 The committee will have the authority to determine the complaint, as 

outlined in 3.4.  it is important that this review is not only independent 
and impartial but that it is seen to be so.  Individual complaints should 
not be discussed by the full governing body, however it is not possible 
for governing bodies to exclude any discussion which arises as part of 
the normal meetings, which may have bearing on the complaint.  This 
is particularly true of discussions which take place prior to the 
complaint being received.  The governing body will establish a 
committee to investigate any disciplinary action, which may result from 
the complaint.  The governors may consult with a relevant officer from 
the Council. 

3.2 If the complaint is against the Head teacher and the Chair of Governors 
has carried out stage 2, the role of the chair in stage 3 will be carried 
out by the deputy chair or another governor who have no previous 
connections with the complaint.  In some instances the Chair of 
Governors may elect to get the Vice Chair to deal with Stage 2 so 
he/she can participate in Stage 3. 

3.3 Decisions made by the panel are binding and final. 
 
 
Procedure 
 
3.4 The chair of the governing body should acknowledge receipt of the 

request to proceed to stage 3 within ten school days.  The letter should 
also outline the process for Stage 3 of this procedure. 
The chair should also invite the complainant and the Head teacher to 
submit papers with reference to the complaint.  These should be 
received by the clerk to the governors at the school within five school 
days of receipt of the letter from the Chair.  No new material or 
information should be introduced at this stage. 
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3.5 The chair or vice chair should convene a special committee of three 
governors to hear the complaint, to decide whether it is valid or not and 
to authorize appropriate action. 
The chair or deputy chair of the governing body should normally be on 
the committee and that normally one member is a parent.  The Head 
teacher should not be a member of the committee and all members 
should have no prior involvement with the specific complaint. 

3.6 If possible, the committee should be established under normal 
procedures at a full Governing body meeting.  However, due to the 
timescales involved and requirement of no prior involvement, the chair 
may choose to use emergency powers in this situation.  The clerk to 
the governors should ensure that all governors are informed of the 
chair’s actions. 

3.7 The chair of the committee should arrange a date convenient to all 
parties for the committee to meet to hear the complaint.  This should 
take place within twenty school days of the chair receiving the request 
to proceed to stage 3 from the complainant.  All parties involved should 
receive written notification at least five days before the date of the 
meeting. 

3.8 All papers should be made available to members of the committee, the 
complainant and Head teacher at least five school days before the date 
of the meeting.  The complainant and Head teacher may choose to 
share the contents of the papers with other parties, for example, the 
friend who is to accompany the complainant or a class teacher involved 
in the complaint. 

3.9 If the complainant or Head teacher wishes to invite other parties to the 
meeting, other than the friend/representative of the complainant, they 
should request permission from the chair of the committee.  
Attendance at the meeting by members of staff other than the Head 
teacher is at the discretion of the chair. 

3.10 The chair should ensure that the meeting is properly minuted.  The 
minutes should remain confidential. 

3.11 If either party wishes to introduce new evidence not circulated before 
the meeting or to call new witnesses nit identified before the meeting, 
the chair may consider that it is in the interests of natural justice to 
admit the evidence.  If so he/she may adjourn the meeting so that the 
committee and the other party has time to consider and respond. 

3.12 To ensure a fair hearing the following procedure should normally be 
followed at the meeting: 

 

 both parties should be invited in to the meeting at the same time. 

 he chair of the committee will explain the process and protocol to be 
followed. 

 the complainant to present his/her complaint 

 the Head teacher to ask questions of the complainant 

 the committee to ask questions of the complainant 

 the Head teacher to present his/her response to the complaint 

 the complainant to ask questions of the Head teacher 

 the committee to ask questions of the Head teacher 

 the Head teacher is invited to sum up his/her case 



Oct1policiescomplaintspolicyjan2013 7 

 the complainant is invited to sum up his/her case 
 
3.13 The chair should explain to the complainant and Head teacher that the 

committee will discuss the complaint and forward a written outcome to 
both parties within ten school days. 
All parties except members of the committee and the clerk will leave. 

3.14 The committee should consider the complaint and the evidence 
presented.  They should: 

 

 decide, on the basis of the evidence heard at the meeting, whether the 
complaint is justified, in whole or in part 

 decide on any appropriate action to be taken. 
 
Decisions taken by the panel are binding and final 
 
3.15 The school should keep records of all correspondences and minutes in 

a  
Confidential file, separate from the pupil’s records. 
 
 
 
 
 
 

Appendix B 
 

HOW TO LISTEN TO COMPLAINTS 
(Hertfordshire County Council Guide) 

As soon as you realise that you are listening to a complaint, remember these 
points: 

 

Do not pass the buck Try not to keep transferring an angry 
person from one place to another.  
Make sure you know the contact 
person for anything you cannot deal 
with yourself. 

Do not be flippant First impressions count.  You and the 
school may be judged on your 
immediate reaction. 

Treat all complaints seriously However small or trivial it may seem 
to you, the complaint will be an 
important problem for anyone who 
takes the trouble to complain 

Treat every complaint individually Even if you have already received 
several similar complaints the same 
day, it is probalbly the person’s first 
chance to have their say. 

Be courteous and patient Be sympathetic and helpful but do not 
blame other colleagues 

Say who you are  If you are unknown to the person, 
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introduce yourself 

Ask for their name and use it Anonymous complaints are 
acceptable only where there are 
special circumstances 

Take time to find out exactly what 
the problem is 

It is easy for someone to forget to tell 
you an important detail particularly if 
they are upset or annoyed 

Do not take the complaint 
personally 

To an angry or upset person, YOU 
are the only one they can put their 
feelings to right now 

Stay cool and calm Do not argue with the person – be 
polite and try to find out exactly what 
the person thinks is going wrong or 
has gone wrong 

Check you are being understood Make sure that the person 
understands what you are saying  
Do not use jargon – it can cause 
confusion and annoyance to 
someone ‘not in the know’. 

Do not Rush Take your time.  Let people have their 
say and let off steam, if they need to.  
Listen carefully and sympathetically to 
their problems before replying and 
attempting to find a solution or offer a 
next step. 

Desired outcomes Ask what the complainant wants as a 
desired outcome.  This point is often 
overlooked. 

 


