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School Complaints Procedure 

1. Introduction 

Roxeth Primary School is a dynamic and vibrant place to work and learn. We are proud of our identity 
as an inclusive school where every child is treated as a valued individual and is able to thrive. The staff 
team and governors work hard to create a safe, purposeful and harmonious atmosphere in which all 
of our children are given the opportunity to achieve. We have high expectations of each other and 
our pupils. The school works in partnership with parents and carers to ensure that all pupils are 
offered the support and encouragement that they need. We embrace our diverse community and 
rich variety of home languages, cultures, faiths and traditions.  

Aims and mission: 

In Partnership with parents: 

¶ To promote academic and personal achievement through finding joy in life and learning 

¶ To maintain a happy, secure, healthy and safe school  

¶ To give praise and encouragement so that every member of the community is valued  

¶ To learn to express our own thoughts and ideas confidently  

¶ To work together, listening to one another, in order to understand differences between us  

¶ To prepare our pupils to become active, creative, healthy responsible citizens 

Our Mission Statement 

Learning together, making progress, achieving goals 

¶ Pupil Admissions: ǇƭŜŀǎŜ ǎŜŜ ǘƘŜ {ŎƘƻƻƭΩǎ !ŘƳƛǎǎƛƻƴǎ tƻƭƛŎȅ ƻǊ ŎƻƴǘŀŎǘ IŀǊǊƻǿ /ƻǳƴŎƛƭ 

Admissions team  

¶ Pupil Exclusions: ǇƭŜŀǎŜ ǎŜŜ ǘƘŜ ǎŎƘƻƻƭΩǎ .ŜƘŀǾƛƻǳǊ tƻƭƛŎȅ   

¶ Special Educational Needs: The Complainant can use this policy to complain unless the 

/ƻƳǇƭŀƛƴŀƴǘΩǎ ŎƘƛƭŘ Ƙŀǎ ŀƴ 9ŘǳŎŀǘƛƻƴ IŜŀƭǘƘ ŀƴŘ /ŀǊŜ tƭŀƴ ŀƴŘ ǘƘŜ /ƻƳǇƭŀƛƴŀƴǘ ǿƛǎƘŜǎ ǘƻ 

appeal against a decision that the Local Authority has taken. If this is the case, the 

Complainant needs to contact the Local Authority.  

¶ Staff grievance, capability or disciplinary: these are covered by separate School Policies and 

Procedures  

¶ Anonymous complaints: tƭŜŀǎŜ ǊŜŦŜǊ ǘƻ ǘƘŜ {ŎƘƻƻƭΩǎ ²ƘƛǎǘƭŜōƭƻǿƛƴƎ tƻƭƛŎȅ  

¶ Subject Access Requests and Freedom of Information Requests: ǇƭŜŀǎŜ ǎŜŜ ǘƘŜ {ŎƘƻƻƭΩǎ 5ŀǘŀ 

Protection and Freedom of Information 

We are aware that there may be occasions where people have concerns or complaints and the 
following procedure sets out the steps that should be followed in order to resolve these as promptly, 
fairly and informally as possible. The following lists specific topics and the correct policy to refer to 
should you have a concern or complaint. You can access some of these policies on the School Website 
at www.roxethschoolharrow.org or ask for a copy from the School Office.  School Governing Bodies 
are required under Section 29 of the Education Act 2002 to have in place a procedure for dealing with 
complaints relating to the school. It is also based on guidance for schools on complaints procedures 
from the Department for Education (DfES) 2019.Sometimes when concerns are more specific, there 
are alternative and more appropriate policies for dealing with them.  

http://www.roxethschoolharrow.org/
https://www.gov.uk/government/publications/school-complaints-procedures
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2. Aims and Principles of the Policy 

Our school aims to meet its statutory obligations when responding to complaints from parents of 
pupils at the school, and others. 

When responding to complaints, we aim to: 

¶ Encourage the resolution of concerns and complaints by informal means wherever possible 

¶ Ensure that concerns are dealt with quickly, fully and fairly within defined time limits 

wherever possible 

¶ Be impartial and non-adversarial 

¶ Facilitate a full and fair investigation by an independent person or panel, where necessary 

¶ Address all the points at issue and provide an effective and prompt response 

¶ wŜǎǇŜŎǘ ŎƻƳǇƭŀƛƴŀƴǘǎΩ ŘŜǎƛǊŜ ŦƻǊ ŎƻƴŦƛŘŜƴǘƛŀƭƛǘȅ wherever possible. 

¶ Treat complainants with respect 

¶ Ensure that any decisions we make are lawful, rational, reasonable, fair and proportionate, in 

line with the principles of administrative law 

¶ Keep complainants informed of the progress of the complaints process 

¶ Consider how the complaint can feed into school improvement evaluation processes 

¶ Maintain good relationships between the School and all those involved  

The Governing Body has approved the following procedure which explains what the Complainant 
should do if they have any concerns about the school. To support this, we will ensure we publicise the 
existence of this policy and make it available on the school website. 

Where appropriate, the School may offer mediation to resolve a concern or complaint at any stage of 
the process. 

3. Definitions and scope 

The DfES guidance explains the difference between a concern and a complaint. 

A concern is defined as άan expression of worry or doubt over an issue considered to be important for 
which reasǎǳǊŀƴŎŜǎ ŀǊŜ ǎƻǳƎƘǘέ. 

The school will resolve concerns through day-to-day communication as far as possible. 

A complaint is defined as άan expression of dissatisfaction however made, about actions taken or a 
ƭŀŎƪ ƻŦ ŀŎǘƛƻƴέ. 

The school intends to resolve complaints informally where possible, at the earliest possible stage.  

There may be occasions when complainants would like to raise their concerns formally. This policy 
outlines the procedure relating to handling such complaints. 

Arrangements for handling complaints from parents of children with SEN ŀōƻǳǘ ǘƘŜ ǎŎƘƻƻƭΩǎ ǎǳǇǇƻǊǘ 
are within the scope of this policy. Such complaints should first be made to the SENco (Special 
Educational Needs Co-ordinator) and they will then be referred to this complaints policy. Our SEN 
policy and information report includes information about the rights of parents of pupils with 
disabilities who believe that our school has discriminated against their child. 
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Complaints about services provided by other providers who use school premises or facilities should be 
directed to the provider concerned.  

4.    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. 

4.1  Raising Concerns  

The majority of concerns can be dealt with without resorting to the complaints procedure. Where the 
/ƻƳǇƭŀƛƴŀƴǘ Ƙŀǎ ŀ ŎƻƴŎŜǊƴ ƻǊ ǉǳŜǊȅ ŀōƻǳǘ ŀƴȅ ŀǎǇŜŎǘ ƻŦ ǘƘŜ ǎŎƘƻƻƭ ƻǊ ǘƘŜƛǊ ŎƘƛƭŘΩǎ ŜŘǳŎŀǘƛƻƴ ƻǊ 
weƭƭōŜƛƴƎΣ ǊŀƛǎŜ ǘƘƛǎ ǿƛǘƘ ǘƘŜƛǊ ŎƘƛƭŘΩǎ /ƭŀǎǎ ¢ŜŀŎƘŜǊ/Phase leader/SLT or Head Teacher in the first 
instance. Ideally, they will be able to address the Complainants concerns immediately or can arrange 
a meeting with them to discuss the issue.  

All concerns will be dealt with confidentially, although it may be necessary to take notes if the matter 
may need to be taken further or may arise again in the future.  

4.2  Recording Complaints  

Schools must ensure that they comply with their obligations under the Equality Act 2010. It is 
common practice to ask for complaints to be made by using a complaint form or in writing, however 
the complainant may have communication preferences due to disability or learning difficulties and 
schools must allow alternative methods of contact:  

A complaint may be made in person, by telephone, or in writing (letter or email);  

¶ In order to prevent any later challenge or disagreement over what was said, brief notes of 

meetings and telephone calls should be kept and a copy of any written response added to the 

record. Where there are communication difficulties, schools may wish to use recording 

devices to ensure the complainant is able to access and review the discussions at a later 

point;  

¶ Schools should record the progress of the complaint and the final outcome. The Headteacher 

or Complaints Co-ordinator should be responsible for these records and hold them centrally.  
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¶ Schools should be aware that complainants have a right to copies of these records under the 

Freedom of Information and Data Protection Acts.  

4.3  Safeguarding  

²ƘŜǊŜǾŜǊ ŀ ŎƻƳǇƭŀƛƴǘ ƛƴŘƛŎŀǘŜǎ ǘƘŀǘ ŀ ŎƘƛƭŘΩǎ ǿŜƭƭōŜƛƴƎ ƻǊ ǎŀŦŜǘȅ ƛǎ ŀǘ ǊƛǎƪΣ ǘƘŜ ǎŎƘƻƻƭ ƛǎ ǳƴŘŜǊ ŀ Řǳǘȅ 
to report this immediately to the local authority. Any action taken will be in accordance with the 
schooƭΩǎ ǎŀŦŜƎǳŀǊŘƛƴƎ ǇƻƭƛŎȅΦ  

4.4  Social Media  

In order for complaints to be resolved as quickly and fairly as possible, we ask that complainants do 
not raise concerns or discuss them publicly via social media. Complaints will be dealt with 
confidentially by the school and we expect complainants to observe confidentiality also. Please refer 
ǘƻ ǘƘŜ ǎŎƘƻƻƭΩǎ online safety and positive communication & community behaviour policy.  

4.5  Complaints that result in staff capability or disciplinary  

If at any formal stage of a complaint it is determined that staff disciplinary or capability proceedings 
are necessary, the details of any action will remain confidential to the Headteacher and/or the 
ƛƴŘƛǾƛŘǳŀƭΩǎ ƭƛƴŜ ƳŀƴŀƎŜǊΦ ¢ƘŜ ŎƻƳǇƭŀƛƴŀƴǘ ƛǎ ƴƻǘ ŜƴǘƛǘƭŜŘ ǘƻ ǇŀǊǘƛŎƛǇŀǘŜ in the process or receive any 
detail about the proceedings.  

4.6  Complaints about the Headteacher or the Governors  

Where a complaint concerns the actions of the Headteacher, the complainant should first approach 
the Headteacher in an attempt to resolve the issue informally. If the complainant is not satisfied with 
this outcome, they should notify the Chair of Governors care of the Clerk to the Governing Body that 
they wish to take a complaint forward. The Stage 2 process will then commence and the Chair of 
Governors will take the process forward.  

Where a complaint is against the Chair of Governors, any member of the governing board, or the 
entire governing board, it should be made in writing to the clerk to the governing board in the first 
instance. This should be sent to the school office in an envelope or e-mail addressed to The Clerk to 
the Governors.  

5. Stages of complaint (not complaints against the Headteacher or Governors) 

Stage 1: Informal (Flowchart of process at Appendix 2)  

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 Headteacher 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. 



 6 

The school will acknowledge informal complaints within 2 school working days, and investigate and 
provide a response within 10 school working days. Any complaints involving the governing body may 
take longer due to availability and you will be notified if more time is needed. 

The informal stage will involve a meeting between the complainant and the Headteacher (or relevant 
person managing the complaint). The person looking into the complaint will try and attain as much 
information as possible and seek to find a resolution. The meeting may involve the class teacher or 
subject of the complaint if it is felt that it is relevant.   

If the complaint is not resolved informally, it will be escalated to a formal complaint using the stage 2 
process below. 

Stage 2: Formal (Flowchart of process at Appendix 2) 

How to raise a complaint? 

Formal complaints can be raised: 

¶ By letter or email  

¶ In person 

¶ By a third party acting on behalf of the complainant 

The complainant should provide details such as relevant dates, times, and the names of witnesses of 
events, alongside copies of any relevant documents, and what they feel would resolve the complaint. 
This can be done using the form (See Appendix 1). To be acknowledged within 2 working days. 

If complainants need assistance raising a formal complaint, they can contact the school office. 

The Headteacher (or designated member of the senior team) will call a meeting to clarify concerns, 
and seek a resolution. The complainant may be accompanied to this meeting, and should inform the 
school of the identity of their companion in advance. 

In certain circumstances, the school may need to refuse a request for a particular individual to attend 
any such meeting ς for example, if there is a conflict of interest. If this is the case, the school will 
notify the complainant as soon as they are aware, so that the complainant has the opportunity to 
arrange alternative accompaniment. 

The Headteacher (or other person appointed by the Headteacher for this purpose) will then conduct 
their own investigation.  

The Headteacher (or senior member of staff) will consider the complaint and in doing so will:  

¶ Establish what has happened so far, and who has been involved;  

¶ Meet or contact the Complainant if they need further information;  

¶ Clarify how the Complainant may feel things could be put right, if this has not been set out in 

their letter or included on the Complaints form;  

¶ Interview those involved in the matter and those complained of, allowing them to be 

accompanied if they wish;  

¶ Conduct any interviews with an open mind;  

¶ Keep notes of any interview for the record  



 7 

The Headteacher (or senior member of staff) will keep in mind ways in which the complaint can be 
resolved. This would typically include one or more of the following:  

¶ an apology  

¶ an explanation  

¶ an admission that the situation could have been handled differently or better (please note 

this is not an admission of negligence)  

¶ an assurance that the event complained of will not recur  

¶ an explanation of the steps that have been taken to ensure that it will not happen again  

¶ an undertaking to review policies and practice in light of the complaint  

It may also be the case that the complaint may not have any substance and is therefore considered to 
be ΨunfoundedΩ or ΨunsubstantiatedΩ based on the evidence presented and investigated.  

The Headteacher will discuss the outcome with the Complainant and should send a detailed response 
within a maximum of 20 school working days. Where this proves to be unrealistic, the Complainant 
will be informed in writing and given an estimate of how long it will take to provide a detailed 
response.  

Where the Complainant is unhappy about the decision the Headteacher has made about their 
complaint, the Complainant will be advised of their entitlement to take their original complaint to the 
next stage by writing to the Clerk to the Governing Body as soon as possible after receiving the 
decision, briefly outlining the content of the complaint and requesting that a Governor Complaints 
Panel is convened.  

How to escalate a complaint  

If the Complainant is not satisfied with the response from the Headteacher at stage 2 they should be 
advised that the next stage is to put their complaint in writing to the Chair of Governors care of the 
Clerk to the Governing Body.  

Complaints can be escalated by contacting the Clerk to the Governing Board: 

¶ By letter or email- this should be sent to the school office and addressed to the attention of 

The Clerk to the Governors. 

When writing the initial letter to the Chair of Governors (using Appendix 1) the complainant should 
seek to include details that might assist the investigation, such as witnesses, dates and times of 
events and copies of relevant documents.  

The Chair of Governors should write to the complainant within 5 school working days of receipt of 
their letter, setting out who is conducting the investigation and that the investigator will write to the 
Complainant within a further 25 school working days setting out the actions taken to investigate the 
complaint and their findings. However, the investigation period for a more complex complaint could 
be longer than 25 school working days. The Complainant should be advised if this is the case.  

The Chair of Governors will be responsible for carrying out an investigation or appointing another 
Governor to carry out the investigation who will then reach a conclusion based on the investigation. 
The involvement of the Local Authority should be sought where the issues cannot be resolved 
internally by the school or the expertise of carrying out investigations is required. Notes should be 
kept of any interviews held as part of the investigation. In order to clarify the specific details of the 




