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Purpose of this document 

 

The Education Act 2002 Section 29 (1) (a) and (b) requires governing bodies to have 

procedures to deal with complaints not covered by other existing statutory requirements 

and to publicise these procedures. Under Section 29 (2), governing bodies should have 

regard to any guidance from the Secretary of State. 

 

This policy has been produced in accordance with the DfE Best Practice Advice for School 

Complaints Procedures 2016. 

 

An effective complaints procedure is essential to promote positive and productive 

relationships between the pupil, home and school. It is important that complaints are 

raised at the earliest possible opportunity to enable the matter to be dealt with speedily and 

effectively. An early informal approach is often the best means of resolution of problems and 

the school uses the DfE suggested period of three months as being the acceptable 

timeframe to lodge a complaint. 

 

John Perry Primary has a policy of encouraging parents and pupils to express their concerns 

on what goes on within the school, so that staff receive an early warning of potential 

difficulties. The vast majority of these concerns are dealt with immediately, satisfactorily and 

at an informal stage. 

 

However, occasionally things can go wrong and it is not always possible to predict how a 

minor concern can escalate into a major, stressful and time-consuming complaint. This 

complaints policy aims to ensure that all parties are aware of, and have confidence in, a 

clear process and channel of communication. 

 

This document aims to: 

 

 Resolve concerns through informal discussions at the earliest stage 

 Be efficient, with well-defined timescales and named contacts 

 Focus on resolution and service review rather than blame 

 Be accessible to people with disabilities, special needs or language barriers 

 Promote confidentiality and discretion 

 Include fair and transparent investigative processes for staff as well as complainants 

 Indicate other sources of advice, for example CAB (Citizens Advice Bureau), 

parent/partnership services, ACE (Advisory Centre for Education), the LA complaints 

adviser 

 Be forthright in dealing with vexatious, abusive, malicious and anonymous 

complainants 

 

Definition of a complaint 

 

A complaint is an expression of significant dissatisfaction, however made, by a person or 

persons with a legitimate interest in the school about the practices or policies of the school, 

the conduct, action or omissions of members of staff employed at the school or about the 

standard of teaching. 

 

Complaints may be made in person, by telephone and in writing/ email. If the complaint is 

made in person or by telephone, the member of staff should ensure that the complainant 



and the school have the same understanding of what was discussed, agreed and what stage 

of the complaints procedure has been reached.  

 

It is important to bear in mind that every expression of concern is not a complaint. Discretion 

needs to be applied in determining whether action over and above the normal day to day 

informal resolutions of concerns is needed. All members of staff are expected to exercise 

such discretion before referring matters to their line manager or a member of SLT. The 

school will take informal concerns seriously at an early stage to reduce the numbers that 

develop into formal complaints. However, concerns will be handled, if at all possible, without 

the need for formal procedures. Staff will be supported by the line management structure 

and receive training to help to resolve issues quickly. 

 

Principles for investigation 

 

When investigating a complaint, we will try to clarify: 

 

• What has happened 

• Who was involved 

• What the complainant feels would put things right 

 

We also intend to address complaints as quickly as possible. To achieve this, realistic and 

reasonable time limits will be set for each action within each stage. Where further 

investigations are necessary, new time limits will be set, and the complainant will be sent 

details of the new deadline with an explanation for the delay. 

 

The school expects that complaints will be made as soon as possible after an incident arises 

and no later than 3 months afterwards. We will consider exceptions to this time frame in 

circumstances where there were valid reasons for not making a complaint at that time and 

the complaint can still be investigated in a fair manner for all involved.  

 

Confidentiality 

 

All conversations and resultant correspondence with respect to a concern will be treated with 

discretion at all times. It is vitally important that parents feel confident that their complaint will 

not penalise their child. However, from the outset, all parties involved in a complaint will 

need to be made aware that some information may have to be shared with others involved in 

the 

operation of the complaints procedure. 

 

Anonymous complaints will be disregarded unless somebody is prepared to substantiate 

them, although it is recognised that it may relate to something quite serious. If the foreseen 

eventuality occurs, to the detriment of the school, the complainant may surface subsequently 

and say that s/he alerted the school, even though the complaint was unsigned. Therefore, in 

the case of anonymous complaints, it lies with the Head teacher’s and/or Governing Body’s 

discretion whether the gravity of an anonymous complaint warrants an investigation.  

 

 

Stages of the Complaints Procedure 

 

There are four stages of the school’s Complaints Procedure: 

 



 Stage 1 (informal): complaint heard by a staff member (who is not the subject of the 

complaint). 

 Stage 2 (formal): complaint heard by the Head Teacher 

 Stage 3 (formal): complaint heard by Chair of Governors 

 Stage 4 (formal): complaint heard by the Governing Body complaints appeal panel. 

 

If the complaint concerns the conduct of the Head Teacher, it will be dealt with by the Chair 

of Governors (Stage 3). Complaints against the Chair of Governors or any other Governor 

should be made using the complaints form (Appendix A) to the Clerk to the Governing Body. 

 

If the complaint has not been resolved after Stage 4 of the procedure, the complainant can 

contact the Department for Education to take their complaint further.  

 

Stage 1: informal 

 

The school will take informal concerns seriously and make every effort to resolve the matter 

quickly. It may be the case that the provision or clarification of information will resolve the 

issue. 

 

The complainant should raise the complaint as soon as possible with the relevant member of 

staff or the Head teacher as appropriate, either in person or by letter, telephone or email. If 

the complainant is unclear who to contact or how to contact them, they should contact the 

school office. 

 

The school will acknowledge informal complaints within 5 working days (excluding those 

which fall in the school holidays), and investigate and provide a response within 15 working 

days (excluding those which fall in the school holidays). The informal stage will involve a 

meeting between the complainant and the Head teacher and/or the subject of the complaint, 

as appropriate. If the complaint is not resolved informally, it will be escalated to a formal 

complaint.  

 

 

Stage 2 (Formal); Complaint heard by the Head Teacher 

 

If the complainant is dissatisfied with the outcome of the informal investigation, they should 

write to the Head teacher within 5 working days of receiving the outcome of the informal 

complaint, using the complaints form (Appendix A). Receipt of the complaint will be 

acknowledged in writing by the Head teacher. 

 

The Head teacher will investigate the complaint and make their decision known to the 

complainant in writing within 10 working days of the complaint being received. The Head 

teacher may delegate the task of collating the information to another member of staff but 

not the final decision on the action to be taken. Everyone involved in the investigation 

process will be advised that all information relating to the complaint is confidential and to 

discuss it with anyone not involved in the complaint or the investigation process may result 

in disciplinary action. 

 

Stage 3 (Formal): Complaint heard by the Chair of Governors or Nominated Person 

 

If the complainant is not satisfied with the response of the Head teacher or the complaint is 



about the Head teacher, the complainant should write to the Chair of Governor using the 

complaints form (Appendix A) to request that their complaint is considered further. This 

should be within 10 working days of the complainant receiving the outcome of their Stage 2 

complaint. Receipt of the complaint will be acknowledged in writing by the Chair of 

Governors. 

 

The Chair of Governors will investigate the complaint, taking into account any investigations 

that have previously taken place. The Chair of Governors will write to the complainant 

outlining their findings within 20 working of the complaint being received. The Chair of 

Governors may delegate the task of collating the information to another member of the 

Governing Body but not the final decision on the action to be taken. Everyone involved in 

the investigation process will be advised that all information relating to the complaint is 

confidential and to discuss it with anyone not involved in the complaint or the investigation 

process may result in disciplinary action. 

 

Stage 4 (Formal): Complaint heard by the Governing Body Complaints Appeal Panel 

 

If the complainant is not satisfied with the outcome of their complaint to the Chair of 

Governors, they should write to the Clerk of the Governing Body via the school, using the 

complaints form (Appendix A) requesting that their complaint be heard by the Governing 

Body Complaints Appeal Panel. The Clerk will convene a panel of three Governors, ensuring 

that those on the panel have not been involved in previous stages. Receipt of the complaint 

will be acknowledged by the Clerk to the Governing Body. 

 

The panel hearing will be held within 15 working days of the complaint being received and 

all parties will be given at least 5 working days notice of when the hearing will take place. 

The complaint and other relevant paperwork will be submitted to the panel before the 

hearing takes place. All parties involved in the dispute may be accompanied by a friend, 

representative or an interpreter and may call witnesses. If witnesses are to be called, the 

names of the witnesses must be made known to the Clerk at least 5 working days before the 

hearing takes place. 

 

The following sequence of actions will take place at the hearing: 

 

1. The Chair of the Panel will introduce the panel and make everyone aware that 

everything that takes place during the hearing is strictly confidential and should not 

be discussed with anyone not involved in the investigation process. 

2. The parties will introduce themselves and their representative and any witnesses they 

are calling to the hearing. 

3. The complainant will present their case and call any witnesses. 

4. The panel will have an opportunity to question the complainant and witnesses. 

5. The Head teacher will have the opportunity to respond to the complainant. 

6. The Head teacher (or the Chair of Governors if the complaint is against the Head 

teacher) will explain what has already been done to attempt to resolve the complaint 

and the outcome of any investigation, and call witnesses if appropriate. 

7. The panel will have the opportunity to question the Head teacher and their witnesses. 

8. The complainant will have the opportunity to respond to the Head teacher. 

9. The complainant, followed by the Head teacher, will summarise their 

positions. 

10. The Chair of the panel will bring the hearing to an end and both parties will 

leave the room. 



11. The panel will make their decision and any recommendations that have been agreed. 

The Chair of the panel will write to the complainant outlining their decision and its 

reasons within 5 working days of the panel being held. A copy of the response and 

any paperwork relating to the complaint should be given to Human Resources. 

 

The panel can decide any of the following: 

 

 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. 

 

The Governing Body should be informed at their next full meeting that a complaint has been 

received and dealt with. Details should not be divulged to the full Governing Body, nor to 

any other party not directly involved, as to do so would violate confidentiality. 

 

Stage 5 (Formal): Taking it further 

 

If the complainant is not satisfied by the outcome of the Governing Body Panel investigation 

they can write to the Secretary of State for Education with copies of relevant 

correspondence. Complainants are advised to write to The Schools Complaints Unit (SCU) 

at: 

 

Department for Education 

2nd Floor, Piccadilly Gate 

Manchester 

M1 2WD 

 

Dealing with unreasonable, serial or persistent complaints (Vexatious complaints) 

 

John Perry Primary is committed to dealing with all complaints fairly and impartially, and to 

providing a high quality service to those who complain. We will not normally limit the contact 

complainants have with the school. However, we do not expect our staff to tolerate 

unacceptable behaviour and will take action to protect staff from that behaviour, including 

that which is abusive, offensive or threatening. 

 

John Perry Primary defines unreasonable complainants as ‘those who, because of their 

frequency or nature of their contacts with the school, hinder our consideration of their or 

others people’s complaints.’ 

 

A complaint may be regarded as unreasonable when the person making the complaint: 

 

 Refuses to articulate their complaint or specify the grounds of a complaint or the 

outcomes sought by raising the complaint, despite offers of assistance; 

 Refuses to cooperate with the complaints investigation process while still wishing 

their complaint to be resolved; 

 Refuses to accept that certain issues are not within the scope of a complaints 

procedure; 

 Insists on the complaint being dealt with in ways which are incompatible with the 



adopted complaints procedure or with good practice; 

 Introduces trivial or irrelevant information which the complainant expects to be taken 

into account and commented on, or raises large numbers of detailed but unimportant 

questions, and insists they are fully answered, often immediately, and to their own 

timescales; 

 Makes unjustified complaints about staff who are trying to deal with the issues, and 

seek to have them replaced; 

 Changes the basis of the complaint as the investigation proceeds; 

 Repeatedly makes the same complaint (despite previous investigations or responses 

concluding that the complaint is groundless or has already been addressed); 

 Refuses to accept the findings of the investigation into that complaint where the 

school’s complaint procedure has been fully and properly implemented and 

completed; 

 Seeks an unrealistic outcome; 

 Makes excessive demands on school time by frequent, lengthy, complicated and 

stressful contact with staff regarding the complaint in person, in writing, by email or 

by telephone while the complaint is being investigated. 

 

A complaint may also be considered unreasonable if the person making the complaint does 

so either face-to-face by telephone or in writing or electronically: 

 

 Maliciously; 

 Aggressively; 

 Using threats, intimidation or violence; 

 Using abusive, offensive or discriminatory language; 

 Knowing it to be false; 

 Using falsified information; 

 Publishing unacceptable information in a variety of media such as social media, 

websites and newspapers. 

 

Complainants should limit the number of communications with the school while a complaint 

is being progressed. It is not helpful if repeated correspondence is sent (either by letter, 

phone, email or text) as it could delay the outcome being reached. 

 

Whenever possible, the Headteacher or Chair of Governors will discuss any concerns with 

the complainant informally before applying an ‘unreasonable’ marking. In the first instance, 

the school will verbally inform the complainant that his/her behaviour is considered to be 

approaching unreasonable/unacceptable and, if not modified, may result in further action 

being taken in accordance with this policy. This will be confirmed in writing by the 

Headteacher (Appendix B Model Letter 1). 

 

If the complainant’s behaviour is not modified, the school will take some or all of the 

following actions as necessary, having regard for the complainant’s behaviour and the effect 

of this behaviour on the school: 

 Inform the complainant in writing (Appendix C Model Letter 2) that his/her 

behaviour is now considered by the school to be unreasonable/unacceptable and 

therefore, to fall within the terms of this policy. 

 Inform the complainant in writing (Appendix C Model Letter 2) that all meetings with 

any member (s) of staff will be conducted with a third person present and that notes 

from the meeting may be taken in the interests of all parties 



 Inform the complainant in writing (Appendix C Model Letter 2) that, except in 

emergencies, all routine communication between the complainant and the school 

should be letter only (in the case of physical or verbal aggression) take advice from 

HR and/or Legal Services, and consider warning the complainant about being 

banned from the school premises,; or proceed immediately to a temporary ban 

 Consider taking advice from the LA on pursuing a case under Anti-Harassment 

legislation if concerns persist 

 Consider taking advice from HR and Legal Services about implementing specific 

procedures for dealing with complaints from the complainants i.e. the complainant 

will no longer be able to deal directly with any member of the school staff (including 

the Headteacher if required). In these cases, a third party will be identified by the 

Governing Body who will investigate to determine whether or not the complaint is 

reasonable or vexatious, and will then advise the Headteacher accordingly. 

 

If a complainant’s persistent complaining/harassing behaviour is modified and is then 

resumed at a later date, within a reasonable period of time, then the school may resume the 

process at a later date and at an appropriate level. 

 

Special educational needs and disability (SEND) 

 

If you want to complain about our school’s SEND support, you should do it while your child is 

still registered at the school. 

 

This includes complaints that the school has not provided the support required by your 

child’s SEND statement or education, health and care (EHC) plan. 

 

To make a complaint, follow these steps in order. Move on to the next step if your complaint 

is not resolved: 

1. Talk to the school’s Inclusion Lead or special educational needs co-ordinator (SENCO). 

2. Follow the school’s complaints procedure. 

3. Complain to your local authority. 

 

Record-keeping 

 

The school will record the progress of all complaints, including information about actions 

taken at all stages, the stage at which the complaint was resolved, and the final outcome. 

The records will also include copies of letters and emails, and notes relating to meetings and 

phone calls. 

 

This material will be treated as confidential and held centrally, and will be viewed only by 

those involved in investigating the complaint or on the review panel. 

 

This is except where the secretary of state (or someone acting on their behalf) or the 

complainant requests access to records of a complaint through a freedom of information 

(FOI) request or under the terms of the Data Protection Act, or where the material must be 

made available during a school inspection. Records of complaints will be kept for 5 years. 

 

Learning lessons 

 

The governing body will review any underlying issues raised by complaints with the Head 



teacher/senior leadership team, where appropriate, and respecting confidentiality, to 

determine  whether there are any improvements that the school can make to its procedures 

or practice to help prevent similar events in the future. 

 

Monitoring arrangements 

 

The governing body will monitor the effectiveness of the complaints procedure in ensuring 

that complaints are handled properly. The governing body will track the number and nature 

of complaints, and review underlying issues as stated before in this document. 

 

The complaints records are logged and managed by the clerk of the governing body. This 

policy will be reviewed by Head teacher and full governing body every 2 years. At each 

review, the policy will be approved by the full governing body and the Head teacher. 

 

June 2019 

Review Date June 2021 



Appendix A – Complaints Form – STRICTLY CONFIDENTIAL 

Section 1: Complainant Details 

Name: _____________________________________________________________ 

Address: ___________________________________________________________ 

Contact number: ____________________________________________________ 

Email address: ______________________________________________________ 

Section 2: Stage of Complaint 

Please indicate which stage of the Complaints Procedure you are at: 

 Stage 2 (formal): complaint heard by the Head teacher                                                  

 Stage 3 (formal): complaint heard by Chair of Governors 

 Stage 4 (formal): complaint heard by the Governing Body Complaints Appeal Panel* 

 

Section 3: Details of Complaint 

Please detail your complaint overleaf giving details of the following specific details: 

 The date that this issue commenced 

 Whether it is a one-off issue, or part of a sequence of events 

 Which policies, procedures or employment legislation do you believe have been breached if 

any? 

 What action/steps you have taken to resolve the issue informally, when and who with 

 Copies of any relevant documentary information 

 What you are looking for as a satisfactory outcome 

 

Please note that the complaints procedure is not to be used to pursue 

malicious or vexatious complaints and to do so will be considered 

inappropriate and dealt with accordingly. 

 

 

 

 

 

 

 

A. Please state your complaint, providing specific details as stated above: 



 

 

 

 

 

 

 

 

 

 

 

B. Please state what action, if any, have you already taken to try and resolve your 

complaint (i.e. who did you speak to, when and what was the response)? 

 

 

 

 

 

 

 

 

C. Please state what you are seeking as a satisfactory outcome to your complaint: 

 

 

 

 

 

 

 

 

 



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

 

 

 

 

 

 

 

 

Signed: _______________________________________________________________________ 

Print name: ____________________________________________________________________ 

Date: _________________________________________________________________________ 

*For Stage 4 complaints, please complete the following details if you wish to be accompanied by a 

representative at the appeal hearing.  

Representative Details 

Please detail the name of your representative. 

Name: _______________________________________________________________________ 

Name of organisation: __________________________________________________________ 

Contact information: ___________________________________________________________ 

Please return this form to John Perry Primary School, Charles Road, Dagenham, Essex, 

RM10 8UR. 

 

 

 

 

 

 

 

 

 

 



For school records only: 

Date complaint received: 

 
Date acknowledgement sent: 

 
By who: 

 
Complaint referred to: 
 

Date:  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Appendix B Model Letter 1 

Initial letter of concern regarding unreasonable/unacceptable behaviour 

 

[Date] 

RECORDED DELIVERY 

 

Dear {insert name of complainant] 

 

This letter is to inform you that the school considers your actions [describe actions, dates, 

and behaviour], to be unreasonable/unacceptable [delete as appropriate]. 

 

We would ask you to bear in mind the fact that such behaviour on the school site can be 

disruptive and distressing to students, staff, parents/carers. [Delete this paragraph if the 

behaviour did not physically occur on the school site] 

 

We are aware that you have raised concerns/complaints and would advise that these are 

currently being dealt with through the school’s complaints policy/LA Inclusion Officer/Safer 

Schools Team [delete as appropriate] 

 

At the moment, we are dealing with these issues by {describe actions being taken to resolve 

the concern/complaint that has been raised]. 

 

Please note that the school’s Complaints policy includes a section on Persistent or Vexatious 

Complaints/Harassment and this sets out the standards of behaviour expected of all people 

in their dealings with the school. These include: 

 Behaving reasonably 

 Treating others with courtesy and respect 

 Resolving complaints using the school’s Complaints Procedure 

 Avoiding physical and verbal aggression at all times 

 

The Policy also details the steps we will take if these standards are breached. These steps 

include: 

 Making special arrangements for meetings and communication between you and the 

school; and/or 

 Considering banning you from the school premises; and/or 

 Considering legal action 

 

I ask you to allow the school time to investigate and resolve your complaint in accordance 

with the Complaints Procedure or other procedure as appropriate. I assure you that we shall 

take every step to move this investigation and resolution forward as quickly as possible. 

 

Yours sincerely 

 

Headteacher 

 



 

 

Appendix C Model Letter 2 

Secondary letter concerning unreasonable/unacceptable behaviour now falling under the section 

regarding persistent ad vexatious complainants. 

[Date] 

 

RECORDED DELIVERY 

 

Dear {insert name of complainant] 

 

You will recall that I wrote to you on [insert date] informing you that I felt your behaviour was 

unreasonable/unacceptable [delete as applicable]. 

 

I am now writing to inform you that in view of your behaviour on [date], when you [describe 

behaviour/actions], it has been decided that the section of the school’s complaints procedure 

regarding persistent or vexatious complaints/harassment will apply from the date of this 

letter. 

 

With consideration for the specific circumstances, I have now made the following 

arrangements for your future contact with the school. 

 

[*Delete A or B as applicable] 

*A: For the foreseeable future, should you wish to meet with any member of staff, I would 

ask you to note that: 

 

 All routine communication, including any requests for a meeting between you and 

the school, will be by letter only. Letters from you need to be addressed to [insert as 

applicable] at the school address; please note that email correspondence will not be 

responded to. 

 An appointment will be arranged and confirmed in writing as soon as possible 

 A third party from the school will be present throughout the whole meeting 

 In the interest of all parties, formal notes of the meeting may be made 

 

*B: For the foreseeable future, all meetings arising from any written communication with the 

school will not be conducted by a member of staff, but will be conducted by [insert name] 

who will represent the school. I would ask you to note: 

 

 All routine communication, including any requests for a meeting between you and 

the school, will be by letter only. Letters from you need to be addressed to [insert as 

applicable] at the school address; please note that email correspondence will not be 

responded to. 

 An appointment will be arranged and confirmed in writing as soon as possible 

 A third party from the school will be present throughout the whole meeting 

 In the interest of all parties, formal notes of the meeting may be made 

 

Exceptionally, these arrangements do not apply to any emergency involving [insert name of 



student]-in which case you should contact the school in the usual way. 
 

Please note that information normally provided on parents evening will be delivered in a 

summary written report whilst these arrangements are in place. 

The arrangements described above take effect immediately. If you wish to make a 

representation about the content of this letter, you can do so by writing to me at the school, 

within ten days of the date of the letter. 

 

I hope that the difficulties that we are currently experiencing can soon be resolved. 

 

Yours sincerely 

 

 

Headteacher 

 


