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CONTEXT 

Since 1 September 2003 governing bodies (GBs) of all maintained schools and maintained nursery schools in 

England have been required, under Section 29 of the Education Act 2002, to have in place a procedure to 

deal with all complaints relating to their school and to any community facilities or services that the school 

provides. This does not limit complainants to parents or carers of pupils registered at a school. A 

complainant could be a member of the wider community or representing an ex-pupil. The law also requires 

the procedure to be publicised. 

 

SUMMARY 

Part 1 of this document sets out the procedure to be followed for complaints made by parents.  It includes: 

 the principles underlying how complaints are dealt with by Little Gaddesden Primary School 

 the stages and timescales  for making and resolving complaints. 

 the respective roles and responsibilities of parents, staff and governors in the process. 

 guidance for parents on making a complaint (Appendix A). 

 

Part 2 of this document sets out the procedures to be followed for complaints made by staff, members of the 

Governing Body, members of the public and former parents. 

 

MONITORING 

The GB (full GB or in Committee) shall monitor the level and nature of complaints and review the outcomes 

annually to ensure the effectiveness of the procedure and make changes where necessary. Preferably, 

complaints information shared with the whole GB will not name individuals. 

 

 



PART 1 – COMPLAINTS MADE BY PARENTS 

 

A. PRINCIPLES 

We have aimed to develop a complaints procedure that: 

 encourages problems to be  resolved by informal means wherever possible;  

 is easily accessible and publicised;  

 is simple to understand and use;  

 is impartial; 

 is non-adversarial;  

 allows swift handling with established time-limits for action and keeping people informed of the 

progress; 

  ensures a full and fair investigation by an independent person where necessary;  

 respects people’s desire for confidentiality;  

 addresses all the points at issue and provide an effective response and appropriate redress, where 

necessary; 

 provides information to the school’s senior management team so that services can be improved. 

 

B. STAGES &TIMESCALES 

 

The diagram below summarises the stages for dealing with concerns and complaints. 

 

 

 

 



 

Informal Stage – concerns discussed with relevant staff 

 

Little Gaddesden is a small school and concerns and complaints quickly come to light and can usually be 

dealt with informally. The class teachers are easily accessible and encourage parents to bring forward their 

concerns. Dealing with concerns at an early stage makes finding a resolution more straightforward.  Any 

parent who wishes to arrange a time to informally discuss a concern with a teacher can do so by phoning or 

e-mailing the school office or by talking directly to the teacher.  Where possible, parents should raise any 

concerns as soon as possible, as it makes them far easier to address.  Because this is a small school, parents 

may also wish to discuss concerns informally with the Headteacher.   They should make an appointment 

with the School Secretary to ensure the Headteacher is available.  

 

Stage 1:  Formal Complaint heard by Headteacher 

 

If the initial attempts to resolve the issue are unsuccessful and the person raising the concern remains 

dissatisfied, they can take the matter further by raising a formal complaint with the Headteacher. 

 

The complainant should contact the school office and request a Complaint Form (Appendix X).  This should 

be returned to the School Office.   The Headteacher will acknowledge receipt of it and aim to meet with the 

complainant within 5 working days. 

 

Stage 2: Formal Complaint heard by Chair of Governors 

 

If the complainant is not satisfied with the response of the Headteacher, or the complaint is about the 

Headteacher, the complainant should write to the Chair of Governors to request that their complaint is 

considered further. 

 

Stage 3: Formal Complaint heard by Governing Bodies Complaints Appeal Panel  

 

The complainant needs to write to the Clerk to the Governing Body giving details of the complaint and 

asking that it is put before the appeal panel.  The Chair, or if the Chair has been involved at any previous 

stage in the process, a nominated governor, will convene a GB complaints panel. The governors’ appeal 

hearing is the last school-based stage of the complaints process and is not convened merely to rubber-stamp 

previous decisions. Individual complaints will not be heard by the whole GB at any stage, as this could 

compromise the impartiality of any panel set up for a disciplinary hearing against a member of staff 

following a serious complaint. The governing body may nominate a number of members with delegated 

powers to hear complaints at that stage, and set out its terms of reference. These can include:  

 

• drawing up its procedures;  

• hearing individual appeals;  

• making recommendations on policy as a result of complaints.  

 



The panel can be drawn from the nominated members and may consist of three or five people. The panel 

may choose their own Chair. 

 

The remit of The Complaints Appeal Panel .  The panel 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.  

 

Guidance for Governors 

 There are several points which any governor sitting on a complaints panel needs to remember: 

 

a. It is important that the appeal hearing is independent and impartial and that it is seen to be so. No 

governor may sit on the panel if they have had a prior involvement in the complaint or in the 

circumstances surrounding it. In deciding the make-up of the panel, governors need to try and ensure 

that it is a cross-section of the categories of governor and sensitive to the issues of race, gender and 

religious affiliation. 

 

b. The aim of the hearing, which needs to be held in private, will always be to resolve the complaint and 

achieve reconciliation between the school and the complainant. However, it has to be recognised that 

the complainant might not be satisfied with the outcome if the hearing does not find in their favour. It 

may only be possible to establish the facts and make recommendations which will satisfy the 

complainant that his or her complaint has been taken seriously. 

 

c. An effective panel will acknowledge that many complainants feel nervous and inhibited in a formal 

setting. Parents often feel emotional when discussing an issue that affects their child. The panel Chair 

will ensure that the proceedings are as welcoming as possible. The layout of the room will set the tone 

and care is needed to ensure the setting is informal and not adversarial.  

 
d.  Extra care needs to be taken when the complainant is a child. Careful consideration of the atmosphere 

and proceedings will ensure that the child does not feel intimidated. The panel needs to be aware of the 

views of the child and give them equal consideration to those of adults. Where the child’s parent is the 

complainant, it would be helpful to give the parent the opportunity to say which parts of the hearing, if 

any, the child needs to attend. 

 

e. The governors sitting on the panel need to be aware of the complaints procedure. 

 
 



 

C. ROLES & RESPONSIBILITIES 

 

The role of the clerk  

The department strongly recommends that any panel or group of governors considering complaints be 

clerked. The clerk would be the contact point for the complainant and be required to:  

• set the date, time and venue of the hearing, ensuring that the dates are convenient to all parties and that 

the venue and proceedings are accessible;  

• collate any written material and send it to the parties in advance of the hearing (recommended at least 

five school days in advance); 

meet and welcome the parties as they arrive at the hearing;  

• record the proceedings;  

• notify all parties of the panel’s decision. As best practice, the Clerk should share copies of the panel 

meeting minutes with all parties involved in the panel hearing, providing a reasonable opportunity for the 

minutes to be agreed and if necessary, challenged. It is not unknown for complainants to raise additional 

complaints because they do not agree with the record of the meeting 

 

The role of the Chair of the Governing Body or the nominated governor  

The nominated governor role:  

• Check that the correct procedure has been followed;  

• If a hearing is requested, notify the clerk to arrange the panel. 

 

 The role of the Chair of the Panel  

The Chair of the Panel has a key role, ensuring that:  

• the remit of the panel is explained to the parties and each party has the opportunity of putting their case 

without undue interruption;  

• the issues are addressed;  

• key findings of fact are made;  

• parents and others who may not be used to speaking at such a hearing are put at ease; 

• the hearing is conducted in an informal manner with each party treating the other with respect and 

courtesy;  

• the panel is open minded and acting independently;  

• no member of the panel has a vested interest in the outcome of the proceedings or any involvement in an 

earlier stage of the procedure; 

 

Notification of the panel’s decision  

The Chair of the Panel needs to ensure that the complainant is notified of the panel’s decision, in writing, 

with the panel’s response (including the reasons for the decision); this is usually within a set deadline which 

is publicised in the procedure. The letter needs to explain if there are any further rights of appeal and, if so, 

to whom they need to be addressed. This may be the LA or Diocesan Board.  

 



Stage 4: Special Educational Needs Only  

 

In the case of complaints about Special Educational Needs, you can complain further to the Local Authority.  
This should be done by writing to the Complaints Manager in the Customer Service Team at the following 
address: 
 
Complaints Team  
Customer Service Team, Room 164, County Hall, Hertford, SG13 8DF 
Web: www.hertsdirect.org/your-council/hcc/childserv/comments/ 
Email: cs.complaints@hertscc.gov.uk 
Phone: 01992 588542 
 
 
It should be noted however that if you wish to pursue this route, you must do so within 28 days of receiving 
the written outcome of the hearing into your complaint.  After 28 days, neither the school nor the Local 
Authority is under any obligation to investigate or progress your complaint any further. 
 

 

For any other matters, parents may approach the Secretary of State for Education. Complainants should be 

advised to write to The School Complaints Unit (SCU) at: Department for Education 2nd Floor, Piccadilly Gate 

Manchester M1 2WD  

 

What will the Department for Education do? If a complaint has exhausted the local procedures, SCU will 

examine if the complaints policy and any other relevant policies were followed in accordance with the 

provisions set out. SCU also examines policies to determine if they adhere to education legislation. However, 

the department will not re-investigate 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. Failure to carry out remedial actions could 

ultimately result in a formal Direction being issued by the Secretary of State. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.hertsdirect.org/your-council/hcc/childserv/comments/
mailto:cs.complaints@hertscc.gov.uk


PART 2 Complaints made by staff, members of the Governing Body, members of the public and former 

parents. 

 
Timescales 
 
The Governing Body will consider complaints that are made within 12 months of the events that are being 
complained about.  It is up to the discretion of the Governing Body, whether it decides to consider complaints 
made 12 months or more after the events complained of.   
 
Complaint made by one member of Staff against another (including the Headteacher) 
 
Complaints from members of Staff should be dealt with by the Headteacher (where appropriate) or the Chair 
of Governors informally in the first instance.  If this approach fails to resolve the issue, the next step is for the 
Staff Grievance Procedure to be invoked (by the person bringing the grievance).  A full transcript of the Model 
Grievance Procedure for Schools is available at the following link: 
 
http://www.thegrid.org.uk/schoolworkforce/human_resources/policies/documents/csf0031_model_grievanc
e_procedure_feb10.doc 
 
The Schools HR Advisory Team can be contacted for advice on (01438) 844875. 
 
Complaint made by a Governor about a member of Staff 
 
This should be dealt with through the complaints procedure outlined in part 1 of this document.  The  
Governor concerned must withdraw from any meeting at which the complaint or its outcome was being 
discussed.  If the complaint is related to the conduct of a member of Staff, it would be more appropriate to 
invoke the school's Disciplinary Procedures. 
 
Complaint by a member of Staff against an individual Governor acting in a personal capacity 
 
The Chair of the Governing Body (or the Vice-Chair if the complaint is against the Chair) should attempt to 
resolve the matter informally.  If such a resolution is not possible, and with the agreement of the Governor 
concerned, a Panel of Governors could be set up to consider the matter as under the normal complaints 
procedure in this document. 
 
Complaint by a member of Staff against the action/decision of the Governing Body 
 
If the complaint is about a decision was taken at a meeting of the full Governing Body the matter should be 
put on the agenda for review at another meeting.  If the decision is then confirmed that is the end of the 
matter.  For this reason it is important that matters that could potentially lead to a complaint or appeal are 
routinely dealt with by a committee with delegated authority, in order to allow for an appeal or a rehearing 
by an unprejudiced second group of Governors .   If a committee or individual with delegated authority takes 
the original decision then a Panel of Governors who were not involved in the decision should review the 
matter, ensuring that the member of Staff concerned isgiven an opportunity to state his/her case to the 
Panel.   Any decision by the Panel  is final. 
 

http://www.thegrid.org.uk/schoolworkforce/human_resources/policies/documents/csf0031_model_grievance_procedure_feb10.doc
http://www.thegrid.org.uk/schoolworkforce/human_resources/policies/documents/csf0031_model_grievance_procedure_feb10.doc


Complaint by a member of the public (not a Parent) 
 
Complaints from members of the public are most likely to be dealt with by the Headteacher and beyond that 
the Chair of Governors. 
 
Complaint by a Parent whose child no longer attends the school 
 
The purpose of this complaints procedure is to ensure that if an error has been made, or an injustice done, 
some action can be taken to remedy matters for the injured party.  Where Parents have removed their child 
from the roll of a school it is clearly impossible for the Governing Body to put things right for that child.  
However, the Governing Body has a duty of care to the pupils who remain on roll and it would be advisable 
for Governors to investigate the circumstances to satisfy themselves that no-one has acted inappropriately 
and that procedures and policies had been followed correctly.  Whilst it is not necessary to convene a 
Governor’s complaint Panel, it is good practice to inform Parents whether the complaint is upheld or 
otherwise and of any changes to practice and procedures which are then agreed by the Governing Body. 
 
What complaint/appeal procedures are NOT covered by this document? 
 
This complaints procedure does not cover: 
 

 Child Protection Procedures - www.hertsdirect.org/childprotection 

 Appeals about admissions – http://www.hertsdirect.org/your-
council/hcc/childserv/comments/appealpanels/schadmappeals 

 Appeals to the Governors discipline committee against permanent exclusion from school.  Guidance on 
exclusions is available at the following link - http://www.hertsdirect.org/your-
council/hcc/childserv/comments/appealpanels/schexcappeals 

 Staff Disciplinary Procedures - 
www.thegrid.org.uk/schoolworkforce/human_resources/policies/documents/csf0030_model_disciplinar
y_procedures_mar10v2.doc 

 
For further information about these procedures, please contact Children’s Services on 0300 123 4043. 

http://www.hertsdirect.org/childprotection
http://www.hertsdirect.org/your-council/hcc/childserv/comments/appealpanels/schadmappeals
http://www.hertsdirect.org/your-council/hcc/childserv/comments/appealpanels/schadmappeals
http://www.hertsdirect.org/your-council/hcc/childserv/comments/appealpanels/schexcappeals
http://www.hertsdirect.org/your-council/hcc/childserv/comments/appealpanels/schexcappeals
http://www.thegrid.org.uk/schoolworkforce/human_resources/policies/documents/csf0030_model_disciplinary_procedures_mar10v2.doc
http://www.thegrid.org.uk/schoolworkforce/human_resources/policies/documents/csf0030_model_disciplinary_procedures_mar10v2.doc


Appendix A 

Information for Parents 
 
Little Gaddesden Primary School, 
Church Road 
Little Gaddesden 
HP4 1NX 
 
01442 842464 
admin@littlegaddesden.herts.sch.uk 
 
HOW TO COMMENT OR COMPLAIN 
 
We care about what you think 
 
Each day this school makes many decisions and tries hard to do the best for all the children.  Your comments - 
either positive or negative - are helpful for future planning.  
 
You may want to talk to us about a particular aspect of this school, though not actually make a complaint - 
you just want to get something ‘off your chest’. 
 
If you are dissatisfied about the way your child is being treated, or any actions or lack of action by us, please 
feel able to contact us using the details listed above. 
 
 
Our aims 
 

 Your complaint will be dealt with honestly, politely and in confidence 

 Your complaint will be looked into thoroughly and fairly 

 If your complaint is urgent we will deal with it more quickly 

 We will keep you up to date with progress at each stage 

 You will get an apology if we have made a mistake 

 You will be told what we are going to do to put things right 

 You will get a full and clear written reply to formal complaints within 28 school days 
 
 
 
Little Gaddesden CofE Primary School 
Telephone: 01442 842464 
Web: www.littlegaddesden.herts.sch.uk/ 



 
How to raise a concern 
 
We hope that most complaints can be settled quickly and informally, either by putting matters right or by 
giving you an explanation.  If there is something you are not happy about, or you don’t understand why we 
are doing something in a particular way, please come in and discuss it with the class teacher or another 
appropriate member of Staff, such as the Special Educational Needs Co-ordinator (SENCo) if it is about Special 
Needs.    
 
Any parent who wishes to arrange a time to informally discuss a concern with a teacher can do so by phoning 
or e-mailing the school office or by talking directly to the teacher.  Where possible, parents should raise any 
concerns as soon as possible, as it makes them far easier to address.  We know that it can feel uncomfortable 
to question or challenge, but if you don’t tell us what is worrying you we cannot explain what we are doing or 
try to put it right.   
 
If the first person you talk to cannot help you then speak to the Headteacher.  Make an appointment with the 
school secretary to make sure the Headteacher is available.  You should be able to sort out your worries but 
sometimes this is not possible.  In this case there is a next step.  
 
How to make a complaint 
 
First:  If you are not satisfied, you can complain formally by filling in a form, which is available from the school 
office.  Once you have completed it, please return it to the school office.  The Headteacher will contact you 
and aim to set up a meeting within 5 working days.  Once the meeting has taken place, they will write to you 
again within 10 working days to either confirm the conclusions reached in discussion or outline any further 
action if appropriate. 
 
Second:  If you are not satisfied with the outcome, you should write to the Chair of Governors.  The school 
secretary will tell you who this is and pass on any written correspondence, including your complaint form.  
The Chair will then arrange for your complaint to be investigated and considered and will reply within 10 
working days to give you a progress report and tell you what will happen next.   
 
Third:  If you are not satisfied with the outcome, you can request that the Chair of Governors puts your 
complaint before a Governing Body Appeals Panel.  The appeals panel will aim to hear your complaint within 
28 days of receiving your written complaint.  You will receive a letter inviting you to come to a meeting. When 
your complaint has been fully investigated you will be told of the outcome in writing. 
 
Fourth:  Most complaints are the responsibility of the Governing Body of the school and will be resolved by 
them.  A small number of complaints may not be resolved by this process.    In the case of complaints about 
Special Educational Needs, you can complain further to the Local Authority.  This should be done by writing to 
the Complaints Manager in the Customer Service Team at the following address: 
 
Complaints Team  
Customer Service Team, Room 164, County Hall, Hertford, SG13 8DF 
Web: www.hertsdirect.org/your-council/hcc/childserv/comments/ 
Email: cs.complaints@hertscc.gov.uk 
Phone: 01992 588542 
 
 
It should be noted however that if you wish to pursue this route, you must do so within 28 days of receiving 
the written outcome of the hearing into your complaint.  After 28 days, neither the school nor the Local 
Authority is under any obligation to investigate or progress your complaint any further. 
For all other matters, parents should write to The School Complaints Unit (SCU) at: Department for Education 

2nd Floor, Piccadilly Gate Manchester M1 2WD  

http://www.hertsdirect.org/your-council/hcc/childserv/comments/
mailto:cs.complaints@hertscc.gov.uk


Useful contacts 
 
Advisory Centre for Education (ACE) 
1C Aberdeen Studios, 22 Highbury Grove, London, N5 2EA 
Free Advice Line 2-5pm, Monday to Friday 
Web: www.ace-ed.org.uk 
Email: enquiries@ace-ed.org.uk 
Phone: 0808 800 5793 
 
Children’s Legal Centre 
University of Essex, Wivenhoe Park, Colchester, Essex, CO4 3SQ 
Free Advice Service, 2-5pm 
Web: www.childrenslegalcentre.com 
Email: clc@essex.ac.uk 
Phone: 01206 873820 
 
Complaints Team  
Customer Service Team, Room 164, County Hall, Hertford, SG13 8DF 
Web: www.hertsdirect.org/your-council/hcc/childserv/comments/ 
Email: cs.complaints@hertscc.gov.uk 
Phone: 01992 588542 
 
Parent Partnership Team (Special Educational Needs) 
Room 152, County Hall, Hertford SG13 8DF 
Web: www.hertsdirect.org/parentpartnership 
Email: parent.partnership@hertscc.gov.uk 
Phone: 01992 555847 
The Parent Partnership service provides impartial information and offers guidance on Special Educational 
Needs to Parents, Carers and Professionals.  There are four Parent Partnership Supporters in the county and 
you can contact your local Supporter directly and confidentially.  Their contact details are as follows: 
 

 Irene Holland - 01462 634488 
(Stevenage/Hitchin/Letchworth/Baldock/villages) 

 Dawn Owen - 01920 411152 
(Hertford/Ware/Bishops Stortford/Waltham Cross/Hatfield/WGC/villages) 

 Kären Edwards - 01442 453316 
(Watford/Rickmansworth/Potters Bar/Borehamwood/villages) 

 Helena Marks - 01442 217143 
(St Albans/Hemel Hempstead/Tring/Harpenden/Berkhamsted/villages) 

 
ParentlinePlus 
520 Highgate Studios  
53-79 Highgate Road 
Kentish Town 
London, NW5 1TL 
Web: www.parentlineplus.org.uk 
Phone: 0808 800 222

http://www.ace-ed.org.uk/
mailto:enquiries@ace-ed.org.uk
http://www.childrenslegalcentre.com/
mailto:clc@essex.ac.uk
http://www.hertsdirect.org/your-council/hcc/childserv/comments/
mailto:cs.complaints@hertscc.gov.uk
http://www.hertsdirect.org/parentpartnership
mailto:parent.partnership@hertscc.gov.uk
http://www.parentlineplus.org.uk/
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Example of a Complaint Form  

Please complete and return to …………………………..(complaints co-ordinator) who will acknowledge 

receipt and explain what action will be taken.  

Your name: Pupil’s name (if relevant):  

Your relationship to the pupil (if relevant):  

Address:  

Postcode:  

Day time telephone number:  

Evening telephone number:  

 

Please give details of your complaint. 

 

 

 

 

 

 

 

 

What action, if any, have you already taken to try and resolve your complaint. (Who did you speak to and 

what was the response)? 

 

 

 

 

 

 

What actions do you feel might resolve the problem at this stage? 

 

 

 

 

 

 

 

Are you attaching any paperwork? If so, please give details. 

 

 

 

 

 

 

 

 

Signature:  

 

Date: Official use  

Date acknowledgement sent:  

By who:  

Complaint referred to:  

Date: 


