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1. INTRODUCTION

1.1

1.2

1.3

1.4

It is a requirement of the Education Act 2002 that all schools
have procedures in place for dealing with complaints. Governors
can either adopt this policy or implement a policy of their own.
If this policy is adopted, it is important that Governors and the
Headteacher are familiar with the guidance and procedures as
described in this policy. This guidance has been updated from
the previous guidance which was issued in September 2002 and
reflects any appropriate recent amendments outlined in Section
45 of the Education Act 2011.Paragraph 3 has been amended to
allow the Chair of Governors to work with another Governor
when investigating a complaint.

If a verbal complaint about the school is made o a governor the
complainant should be advised:

a) To contact the Headteacher in the first instance, and;

b) If the complainant is unwilling to contact the Headteacher, to

put the complaint in writing to the Chair of Governors.

All governors need to understand and appreciate the need for
confidentiality when dealing with complaints. If a complaint is
made to an individual governor, whether in writing or verbally, it
should not be discussed with other governors. Instead, the
complaint should be passed to the Headteacher of the school as
set out in 1.2 above.

If members of the Governing Body discuss the complaint with
each other or with other members of the school community, this
could prejudice the procedure through a lack of confidentiality.
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2.

This could mean that the investigation of the complaint is
compromised to the extent that it cannot continue. Governors
should be aware that some complaints might lead to disciplinary
action being taken against either teaching or non-teaching staff.
Due and proper process of disciplinary procedure is absolutely
dependent upon confidentiality being observed. For this reason,
governors who are members of the Complaints Committee cannot
be members of either the Disciplinary Committee or the Appeals
Committee.

COMPLAINTS PROCEDURE - SCHOOL RESPONSIBILITIES

2.1

2.2

2.3

The school should consider all complaints. It is important that all
Governing Bodies ensure that they have nominated governors to
serve on the Complaints Committee and that the membership of
this committee does not overlap with the Disciplinary Committee
or with the Appeals Committee (see 1.4 above).

The first principle of the complaints procedure is that, in most
cases, it should be resolved by the Headteacher. The
Headteacher should move promptly to make contact with the
complainant and invite him/her to visit the school to discuss the
complaint. It may be helpful o send a copy of the school’s
Complaints Procedure (or a simple outline of it) to the complainant
in order that they understand the process to be followed.

The Headteacher will gather factual evidence from the relevant
people in order to be able to fully respond to the complaint during
the course of the meeting. If possible, this meeting should be
conducted in such a way as to resolve the complaint fo the
complainant’s satisfaction and to the satisfaction of the school.
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2.4

2.5

2.6

2.7

If the Headteacher is unable to resolve the matter, or if the
complainant is unwilling to approach the Headteacher directly
about the complaint, then the complainant should be advised to
put the complaint in writing and send it to the Chair of Governors
but should also be advised that the Headteacher will need to be
informed of the complaint, in order for the matter to be
investigated.

The Chair of Governors should then ask the Headteacher tfo
undertake an investigation if he/she has not already been
involved. In either case, the Headteacher should submit a
written report to the Chair who should then try o resolve the
matter directly with the complainant.

If the complaint is about the Headteacher, the Chair of
Governors should investigate the matter and respond to the
complainant.

If the matter cannot be resolved by the Chair, he/she should
then refer the matter to the Governing Body Complaints
Committee.

COMPLAINTS MADE TO THE CHAIR OF GOVERNORS

3.1

3.2

3.3

If a complaint is made directly to the Chair of Governors, he/she
should follow the procedure described in 2.4 and 2.5 above.

The Chair of Governors should where necessary seek advice from
the Local Authority on any procedural matters.

If the Chair of Governors is investigating a complaint directly,
he/she may seek the assistance, advice and guidance of another
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governor where appropriate, bearing in mind the needs of
confidentiality set out in 1.3 and 1.4 above.

Any other governor involved in an investigation under 3.2 above
would be bound by the same need for confidentiality and would
not be able to take part in any subsequent Complaint or
Disciplinary Committee.

4. COMPLAINTS MADE TO THE DIRECTOR OF CHILDREN, FAMILY

AND ADULT SERVICES

4.1

4.2

4.3

If the Director of Children, Family and Adult Services receives a
written complaint about a school, she will contact the
Headteacher to ensure that he/she is aware of the complaint and
to ascertain whether any attempt has been made to resolve the
issue in school. In some circumstances, he may contact the Chair
of Governors to ascertain what steps the Governing Body has
taken.

The Director will ensure that the Headteacher and Chair of
Governors receives copies of any documentation sent by the
complainant to The Director of Children, Family and Adult
Services. If the complainant requests that copies are not sent to
the school, then she will advise them that the investigation
cannot continue.

If a complaint is made either verbally or in writing to an officer
of the Local Authority, the Governing Body is made aware of the
complaint and is requested to deal with it through the adopted
procedure.
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5. COMPLAINTS COMMITTEE

5.1  On receipt of a complaint, the Chair of Governors should write to
the complainant explaining that the complaint is being
investigated. This letter should also explain the process and
timescales of the investigation. The Governing Body should aim
to complete the complaints process within two weeks of receiving
the complaint, and should update the complainant on progress
after two weeks if the process has not been completed. It will be
for the Complaints Committee to decide whether or not it is
appropriate to interview the complainant as part of the
investigation.

5.2 If the Complaints Committee agrees that the outcomes of the
report could lead to disciplinary action being taken against an
employee of the school, the Complaints Committee should pass
the matter to the Disciplinary Committee. In this case, it is not
the responsibility of the Complaints Committee to make a
judgement about whether the employee is culpable, only that
there is a case to answer. The Chair of the Complaints
Committee should write to the complainant to explain that the
matter has been passed to the Disciplinary Committee for
further consideration.

5.3 At this point, the Disciplinary Procedure adopted by the
Governing Body should be followed.

5.4 Once the final outcome of the complaint has been determined,
the Chair of Governors should write fo the complainant
explaining, in general terms, the outcome of the investigation and
the action taken by the Governing Body.
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5.6

5.7

5.8

59

5.10

When dealing with complaints, governors should at all times bear
in mind the need for confidentiality. If a complaint leads to
disciplinary procedures, these cannot be invoked in cases where it
can be shown that there has been a breach of confidentiality
during the period of the investigation.

If the complainant is not satisfied with the outcome of the
investigation, he/she can make this known fo the Director
Children, Family and Adult Services. However, further action can
only be taken if it can be demonstrated that the agreed
procedure has not been followed. The last recourse is to the
Secretary of State for Education.

When a school's governing body have not been able to respond to
the complaint in a way that has delivered a full and satisfactory
resolution, the complaint will be reviewed by a designated officer
from the appropriate Local Authority service.

If a governing body feel unable to undertake the initial
investigation of a complaint for any reason and would like the
Local Authority to conduct the investigation on their behalf, this
can be arranged but would be a charged activity in accordance
with the scale of charges for ‘in school support’ used by the
Improvement and Learning Service.

The Governing Body should where necessary seek advice from the
Local Authority on any procedural matters.

The Local Authority may seek to try fo resolve a disagreement
between the complainant and the school prior to matters being
referred to the Secretary of State for Education.
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6. FURTHER INFORMATION

6.1 Further advice and information can be downloaded from the
Department of Education website at www.education.gov.uk
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