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The Governors and Head Teacher are committed to providing the best educational experience they can 

for all pupils at the school.  They recognise the value to all concerned of dealing fairly, speedily and 

effectively with any complaint against their decisions, actions or omissions which a pupil or parent or 

other aggrieved person may have, and to this end have adopted the underlying principles and procedures 

set out here. 

This document sets out the school’s procedure for addressing complaints.  It should be used only when 

informal attempts to resolve problems have been unsuccessful. If you have any concerns about the school 

or the education provided, please discuss the matter with your child’s class teacher at the earliest 

opportunity. The school considers any concerns very seriously and most problems can be resolved at this 

stage. 

At The Barnehurst Federation of Schools we aim to maintain a relationship of mutual trust with parents. 

The Head Teacher and teachers are available, by appointment, to discuss with parents any issues that may 

arise concerning their child.  The first approach should always be to the class teacher, then to the Phase 

Leaders or member of the Senior Leadership Team and then to the Head Teacher. 

Please note that this procedure does not apply to issues concerning the curriculum, collective worship, 
admissions, exclusion appeals, decisions about your child’s special educational needs or grievances by 
school staff.  These are the subject of separate complaints procedures.  Copies of these procedures can 
be obtained from the school. 
 

All other complaints are handled by the school according to the arrangements set out below.  
 
The school values its relationship with parents/carers and pupils. We positively encourage parental/carer 
involvement in the children’s education as we believe that working together enables your child to achieve 
greater success.  

 

Aims and Objectives 
 

The school will give careful consideration to all complaints and deal with them fairly and honestly.  We 
will provide sufficient opportunity for any complaint to be fully discussed, and aim to resolve it through 
open dialogue and mutual understanding. 
 

Framework of Principles 
 

The principles guiding the governing body in handing complaints are that the complaints procedure 

should: 

• be easily accessible and publicised 

• be simple to use and understand 

• be impartial 



 The Barnehurst Federation 
 
 

The Barnehurst Federation of Schools 3  Complaints Procedure 2019 
 

• be non-adversarial 

• allow swift handling with established time-limits for action and keeping people informed of the 
progress 

• ensure a full and fair investigation by an independent person where necessary 

• respect people’s desire for confidentiality, wherever possible (some information sharing may be 
necessary to carry out a thorough investigation) 

• address all points of issue, providing an effective response and appropriate redress, where 
necessary 

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

 
The difference between a concern and a complaint 
 
A ‘concern’ may be treated as ‘an expression of worry or doubt over an issue considered to be 
important for which reassurances are sought’. 
A complaint may be generally recognised as ‘an expression or statement of dissatisfaction however 
made, about actions taken or a lack of action’. 
It is in everyone’s interest that complaints are resolved at the earliest possible stage. Many issues can be 
resolved informally, without the need to follow formal procedures. Schools should take informal 
concerns seriously and make every effort to resolve the matter as quickly as possible. 
However, there will be occasions when complainants want to raise their concerns formally. In those 
cases, your complaints procedure should be followed. 
 

 

Formal Complaints Procedure 
 

Informal Stage 
 
Every effort should be made to resolve the difficulty informally in discussion with the class teacher, a 
senior member of staff or the Head Teacher. 
 
 

Formal Stage 1 
 
Situation A 
 
If you feel that a concern has not been addressed through informal discussion with the class teacher and 
you wish to have the matter formally investigated by an appropriate person from the school, please write 
to the Head Teacher outlining your concern 
 
If the matter is about: 

• the day-to-day running of the school  

• the interpretation of school policies 

• the actions or inactions of staff at the school 
 
It will be formally investigated by the Head Teacher or a senior member of staff nominated by the Head 
Teacher. 



 The Barnehurst Federation 
 
 

The Barnehurst Federation of Schools 4  Complaints Procedure 2019 
 

 
Situation B 
 
If the matter is about: 

• school policies as determined by the Governing Body 

• the actions or inactions of the Governing Body 

• the actions or inactions of the Head Teacher. 
 
then you are asked to write to the Head Teacher who will investigate the complaint and write 
to you. 
 

Formal Stage 2 
 

Situation A 

If you are unhappy with the outcomes of situation A, please address your concerns to the Head Teacher 

who will investigate your complaint and write to you. 

Situation B 

If you are unhappy with the outcomes of Situation B, your formal complaint will be investigated by the 

Chair of Governors or a governor nominated by the Chairman.  In this instance, please write to the Chair 

of the Governors via the Clerk to the Governors at the school address. 

 
The person carrying out the investigation will review the way in which the complaint has been handled by 
the school and ensure that the issues have been dealt with properly and fairly.  He/she will normally write 
to you with the outcome of this process within 15 working days of receiving the complaint. 
 
You will have the opportunity to submit written evidence on the complaint. 
 
If it becomes apparent that the complaint is a disciplinary or capability issue, then the matter will be dealt 
with by following the appropriate procedure rather than the complaints procedure.  You will be notified 
if this is the case but you are not entitled to know which procedure or the final outcome. 
 

 
 Formal Stage 3 
 
If you are not satisfied with the result from the Stage 2 review, you may choose to refer your complaint 
to Stage 3 of the procedure.  This must be done in writing to the school within 15 working days of the 
completion of Stage 2. 
 
If the complainant is not satisfied after the Chairman or nominated governor has completed their review 
at stage 2, a panel of 3 including 1 member that is independent from the running and management of the 
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school will meet to consider the complaint and make a final decision about it on behalf of the governing 
body.   
  
The panel will consist of governors who have no detailed prior knowledge of the complaint, or connection 
with the complainant.  The meeting will normally take place within 15 working days of your request.  
 
You will have the opportunity to submit written evidence on the complaint prior to the meeting of the 
panel and also to attend, accompanied by a friend/partner if you wish, to put your case.  The Head Teacher 
will be given the same opportunity.  The panel will write to you with its conclusion within 10 working days 
of the meeting.  
 
The decision of the panel is final.  If you are not satisfied with the way the governors have dealt with this 
matter you may wish to put your complaint to the EFA via www.gov.uk. 
 

Complainants behaviour 
 
During this procedure complainants are expected to behaviour in a reasonable manner towards all 
members of staff in school to ensure that the matter is resolved quickly and fairly for all involved. 
Complainants are not permitted to behave in an threatening manner and must not be aggressive verbally 
or physically. Such behaviour would result in parents being asked to leave, banned from the school site 
and/or the police called. 
 
 

Monitoring and Review 
 
The governing body monitors the complaints procedure, in order to ensure that all complaints are handled 
properly.  The Head Teacher logs all formal complaints received by the school and record how they were 
resolved. Governors examine this log on an annual basis and consider the need for any changes to the 
procedure. 

 
 
Availability 
 
A copy of this procedure is available to all parents on request. 
 

 

Signed:……………………..……….. L Shields, Head Teacher    Date:…………………… 
 
 
 
 
Signed:………………………………..  S Ristow, Chair of Governors Date:…………………… 
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