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William Fletcher Primary School 

Complaints Procedure  

1. Introduction 

William Fletcher Primary School is a Rights Respecting School and upholds Articles 17, 24 
and 28 of the UN Convention on the Rights of the Child. We are committed to ensuring that 
all concerns and complaints are handled fairly, promptly and transparently. 

This procedure is based on the Department for Education’s Model Complaints Procedure 
(2020) and sets out how the school will respond to concerns and formal complaints from 
parents, carers, pupils, members of the public and other stakeholders. 

This policy is published on the school website and reviewed annually. 

2. Resolving Concerns at the Earliest 
Opportunity 

Most issues can be resolved quickly and informally. If you have a concern, you should: 

1. Discuss the matter with the member of staff most directly involved. 
2. If unresolved, raise the concern with a senior member of staff. 
3. If still unresolved, raise the concern with the Headteacher. 

At any stage, complainants are encouraged to explain what outcome they are seeking. 

The school may offer one or more of the following to resolve concerns: 

• an explanation 
• an apology 
• an admission that the situation could have been handled differently 
• an assurance that the issue will not recur 
• steps to prevent recurrence, with timescales 
• a review of relevant policies 

Only when informal resolution has been attempted and found unsatisfactory should a 
formal complaint be made. 

3. Who Can Make a Complaint 

Any person may make a complaint about any aspect of the school’s provision of facilities or 
services. Complaints may be made in person, by telephone, in writing, or by a third party 
acting with consent. 



Reasonable adjustments will be made to support accessibility, including alternative formats 
or assistance with completing forms. 

4. Definitions 

A concern is an expression of worry or doubt for which reassurance is sought. A complaint 
is an expression of dissatisfaction about an action taken, or a lack of action, by the school. 

5. How to Raise a Complaint 

Formal complaints should be addressed as follows: 

• About a member of staff: Headteacher (marked Private and Confidential) 
• About the Headteacher: Chair of Governors (via the school office) 
• About the Chair or a governor: Clerk to the Governing Body 
• About the entire Governing Body or majority of governors: Clerk, who will arrange 

an independent investigator 

Complainants should not approach individual governors directly. 

6. Anonymous Complaints 

Anonymous complaints will not normally be investigated. The Headteacher or Chair of 
Governors will determine whether the matter warrants consideration. 

7. Time Limits 

Complaints should be raised within three months of the incident or final event in a series. 
Complaints outside this timeframe will only be considered in exceptional circumstances. 

Complaints received during school holidays are treated as received on the next school day. 

8. Scope of This Procedure 

This procedure covers all complaints except those dealt with under separate statutory 
processes, including: 

• Admissions 
• SEND statutory assessments 
• Child protection 
• Exclusions 
• Whistleblowing 
• Staff grievances 
• Staff conduct (disciplinary processes) 
• External providers using school premises 



• National curriculum content 

Where external agencies (e.g., police, safeguarding teams) are investigating, the school may 
suspend this procedure until those investigations conclude. 

If legal action is initiated, the school may also suspend the procedure. 

9. Withdrawal of Complaints 

If a complainant wishes to withdraw their complaint, they should confirm this in writing. 

10. Stage 1: Formal Complaint to the 
Headteacher 

Formal complaints must be made to the Headteacher (unless the complaint concerns the 
Headteacher). Complaints may be made in person, by telephone or in writing. 

The Headteacher will: 

• record the date the complaint is received 
• acknowledge the complaint within three school days 
• clarify the nature of the complaint and the desired outcome 
• decide whether a face-to-face meeting is appropriate 

The Headteacher may delegate the investigation to a senior leader but not the decision. 

During the investigation, the investigator will: 

• interview relevant parties (with the option to be accompanied) 
• keep written records of meetings and interviews 
• review relevant documents 

A written response will be provided within ten school days of receipt. If this is not possible, 
a revised timescale will be issued. 

The response will include: 

• a summary of the investigation 
• the decision and reasons 
• any actions to be taken 
• how to escalate to Stage 2 

Complaints about the Headteacher or governors These will be investigated by a suitably 
skilled governor or an independent investigator, depending on who is involved. 



11. Stage 2: Complaint Heard by the 
Governing Body’s Complaints Committee 

If dissatisfied with the Stage 1 outcome, the complainant may request escalation to Stage 2. 
This must be done within five school days of receiving the Stage 1 response. 

The Clerk will: 

• acknowledge the request within five school days 
• request any additional written evidence 
• arrange a meeting within fifteen school days (or advise of a revised date) 

If the complainant rejects three proposed dates without good reason, the meeting may 
proceed in their absence. 

Committee composition 

The committee will consist of three impartial governors with no prior involvement. If 
insufficient governors are available, independent governors will be sourced. 

Before the meeting 

At least ten school days before the meeting, the Clerk will confirm the date, time and 
venue. At least five school days before the meeting, all written materials will be circulated. 

During the meeting 

The meeting will be held in private. The complainant may bring a companion. Legal 
representation is discouraged unless appropriate. 

The committee will: 

• consider the complaint and evidence 
• uphold or dismiss the complaint in whole or in part 
• recommend actions or policy changes where appropriate 

After the meeting 

The Chair of the Committee will provide a written decision within five school days, 
including: 

• findings and reasons 
• actions to be taken 
• how to escalate to the Department for Education 

This is the final stage of the school’s procedure. 



12. Next Steps: Escalation to the Department 
for Education 

If the complainant believes the school has acted unlawfully or failed to follow this 
procedure, they may contact the Department for Education. 

The DfE will not normally reinvestigate the substance of the complaint but will consider 
whether the school has followed correct processes. 

Contact details: www.education.gov.uk/contactus Telephone: 0370 000 2288 Department 
for Education, Piccadilly Gate, Store Street, Manchester, M1 2WD 

13. Monitoring Complaints 

The Governing Body will monitor complaints to identify trends, ensure compliance and 
support school improvement. All monitoring will protect confidentiality. 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Appendix A: Complaint Form 

Please complete and return this form to the Headteacher or, if the complaint concerns the 
Headteacher, to the Chair of Governors via the school office. The school will acknowledge 
receipt and explain the next steps. 

1. Your Details 

Name: 

Address: 

Postcode: 

Daytime telephone number: 

Evening telephone number: 

Email address (optional): 

Preferred method of contact: ☐ Email  ☐ Phone  ☐ Letter 

2. If you are making a complaint on behalf of someone else 

Name of person you are representing: 

Your relationship to them: 

Do you have their consent to act on their behalf? ☐ Yes  ☐ No 

(Please attach written consent.) 

3. Pupil Details (if relevant) 

Pupil’s name: 

Your relationship to the pupil: 

4. Details of Your Complaint 

Please give full details of your complaint, including: 

• What happened 
• When it happened 
• Who was involved 
• What you have already done to try to resolve the matter 
• Why you remain dissatisfied 



(Continue on a separate sheet if necessary.) 

5. Desired Outcome 

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

6. Supporting Evidence 

Are you attaching any documents or evidence? ☐ Yes  ☐ No 

If yes, please list them: 

7. Accessibility and Support Needs 

Do you require any reasonable adjustments to help you engage with this process? (e.g., 
interpreter, large print, accessible meeting room) 

8. Signature 

Signature: 

Date: 

For School Use Only 

Date received: 

Received by: 

Stage assigned: ☐ Stage 1  ☐ Stage 2 

Date acknowledgement sent: 

Assigned to: 

 


