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Complaints Policy 
 

Date Review Date Owner Nominated Governor 

July, 2017  July 2018 DHT FPPC 

 
 

1. It is the clear intention that the School provides an excellent education and that the 
Headteacher and school personnel will work very hard to build positive relationships with all 
parents and stakeholders. However, the School is aware that issues will on occasion arise that 
mean parents may feel a need to complain. 
 

2. Section 29 of the Education Act 2002 requires that: 
 
 
(1) The governing body of a maintained school (including a maintained nursery school) shall – 

 
(a) establish procedures for dealing with all complaints relating to the school or to the 

provision of facilities or services under section 27, other than complaints falling to be 
dealt with in accordance with any procedures required to be established in relation to 
the school by virtue of a statutory provision other than this section, and 
 

(b) publicise the procedures so established.  
 

(2) In establishing or publicising procedures under subsection (1), the governing body shall 
have regard to any guidance given from time to time (in relation to England) by the 
Secretary of State. 

 
 

3. Despite not being a maintained school, the School will abide by this requirement. The School 
believes that it can keep complaints to a minimum by forging strong positive relations with 
everyone connected with the school and by having in place very good lines of communication.  
 

4. The Governing Body is responsible for establishing and maintaining this policy and for ensuring that 
procedures are followed. The Governing Body delegates authority to the Strategy Committee, 
advised by the Headteacher to administer the policy on its behalf, and to make all staff aware of 
the policy. 
 

5. This policy applies to the Head teacher and to all staff employed by the school  
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Principles 
 

6. The underlying principle of the GFS Complaints policy is: 
 

 To deal with any complaint against the school or any individual connected with it in the 
correct way – whether through informal means or formal procedures; 

 To deal with all complaints thoroughly and by being swift, open, honest and fair when 
dealing with the complainant; 

 To address all the points at issue (including a full and fair investigation by an independent 
person where necessary) and provide an effective response to ensure an appropriate 
redress, where necessary; and 

 To respect people’s desire for confidentiality. 
 
 
Roles of Governors and School Staff 
 
Role of the Governing Body 
 

7. The Governing Body has: 
 

 A duty to have in place a complaints procedure;  

 Given delegated powers and responsibilities to the Headteacher to ensure all school 
personnel and visitors to the school are aware of and comply with this policy; 

 Responsibility for ensuring that this policy is made available to parents; 

 Responsibility for the effective implementation, monitoring and evaluation of this policy 
 
Role of the Headteacher 
 

8. The Headteacher will: 
 

 Ensure all school personnel, pupils and parents are aware of and comply with this policy; 

 Appoint  a member of staff as the complaints co-ordinator, who is responsible for the 
operation and management of the complaints policy, and keeping a central log of all 
complaints raised. The Headteacher will work closely with the co-ordinator; 

 Monitor the effectiveness of this policy; 

 Annually report to the Governing Body on the success and development of this policy 
 
 
Handling complaints - general procedure  
 

9. In the first instance, parents should raise a complaint with their child’s  class teacher or form 
tutor, who will discuss with them and try and solve the issue informally within one working 
week.  
 

10. If the parent remains dissatisfied, they should write to the pastoral lead for their child – either the 
Head of Year or Head of Key Stage. A member of the school senior leadership team (SLT) including 
the Headteacher may hear a complaint at this point. This is the first stage of the formal complaints 
procedure. The parent has the right to request that a different member of staff hears the 
complaint, and the school must make reasonable efforts to comply with such a request.  
 

11. During this stage, the pastoral lead will: 

 establish what has happened so far, and who has been involved; 

 clarify the nature of the complaint and what remains unresolved; 
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 meet with the complainant or contact them (if unsure or further information is necessary); 

 clarify what the complainant feels would put things right; 

 interview those involved in the matter and/or those complained of, allowing them to be 
accompanied if they wish; 

 conduct the interview with an open mind and be prepared to persist in the questioning; 

 keep notes of the interview. 

 

12. This stage of the process will normally be completed within 3 weeks from the point of the written 
complaint being received, unless there are exceptional circumstances which require a more urgent 
meeting, or unless the parent or Headteacher agree that there are sensible reasons for a longer 
delay.  
  

13. The pastoral lead must make a formal record of the complaint, and inform the complaints co-
ordinator. They are also responsible for recommending any action that should be taken, to the 
Headteacher, who will agree any action and write to the parents informing them of such action if 
any.  

 
14. If the parent remains  dissatisfied, they should write to the Chair of the Governing Body within 

seven days of receiving communication from the Headteacher as set out in section 13 , who will 
then convene a complaints committee consisting of no fewer than three people who were not 
directly involved in the matters detailed in the complaint. One committee member must be 
independent of the management and running of the school. This is the third stage of the formal 
complaints procedure. 
 

15. This committee should meet normally within three weeks, unless there are exceptional 
circumstances which require a more urgent meeting, or unless the committee and the parent agree 
that there are sensible reasons for a longer delay. 
 

16. Parents have the right to attend this meeting in person to put their complaints to the committee, 
as does the Headteacher or another representative of the school. Neither parents nor the school 
representative will be entitled to stay to hear the discussion of the committee. 
 

17. The complaints committee will report back formally within seven days of hearing the complaint and 
the chair of the Governing Body will write to the parent concerned directly and, where relevant, 
the person/s complained about. The findings will be made available for inspection on the school 
premises by the proprietor and the Headteacher. 
 

18. The school will keep a written record of all complaints that are made in sub paragraph 10 including 
whether they are resolved following a formal procedure or proceed to a panel hearing; and action 
taken by the school as a result of those complaints (regardless of whether they were upheld).  
 

19. Correspondance, statements and records relating to individual complaints are to be kept 
confidential except where the Secretary of State or a body conducting an inspection under section 
109 of the 2008 Act requests access to them.  

 
20. If the parent remains dissatisfied, then they have the right to raise the matter with the Secretary of 

State or his representatives through the Education Funding Agency through their described routes.  
 
Handling complaints against the Headteacher 
 

21. In the first instance, the parent should write to the Chair of the Governing Body. This is the first 
stage of the formal complaints procedure. 
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22. The Chair of Governing Body will meet with the parent within five working days, unless there are 

exceptional reasons which require a more urgent meeting, or unless the Chair of the Governing 
Body and the parent agree that there are sensible reasons for a longer delay. 
 

23. If, following that meeting, the parent wishes to pursue the complaint, the Chair of the Governing 
Body will write to the parent setting out his conclusions and proposed course of action within five 
working days of the meeting. 
 

24. If still dissatisfied, the parent should then write to the Vice - Chair of the Governing Body indicating 
their desire to complain further, within seven days. This is the second and final stage of the formal 
complaints procedure. 
 

25. The Vice-Chair will then convene a Governing Body complaints committee , featuring no fewer than 
three committee members  excluding both the chair of the Governing Body and any governors who 
have not been involved in matters detailed in the complaint , which will be chaired by the Vice-
Chair of Governors. The panel must also include one panel member independent of the 
management and running of the school. The committee  may meet, individually or jointly, with the 
Headteacher and the parent as part of their discussions, at their discretion. This committee will 
meet within a fortnight of the Vice-Chair receiving the written complaint. 
 

26. The complaints committee will report back formally within seven days of hearing the complaint and 
the vice-chair of the Governing Body will write to the parent concerned directly. 
 

27. If the parent remains dissatisfied, then they have the right to raise the matter with the Secretary of 
State or his representatives through the Education Funding Agency through their described routes.  

 
 
Raising awareness of this Policy 
 

28.  The School will raise awareness of this policy via: 
 

 The staff Handbook 

 The school website 

 Meetings with parents  

 School events 

 Meetings with school personnel 

 Communications with home; such as weekly/ half-termly and of end of year newsletters 

 Reports; such annual report to parents and Headteacher reports to the Governing Body 

 Information displays in the main school entrance 
 
 
Vexatious complaints 

29. The school will always treat complaints with the utmost seriousness and undergo a thorough 
investigation in line with the procedures set out here. However, there will be occasions when, 
despite all stages of the procedures having been followed, the complainant remains 
dissatisfied. If the complainant tries to reopen the same issue, the chair of the GB is able to 
inform them in writing that the procedure has been exhausted and that the matter is now 
closed.   

a) This policy is designed to alleviate the need for further contact with a person or organisation 
that has made a complaint with very little or no reasonable grounds for further investigation 
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and where the School considers that continuing on-going protracted discussions would yield 
no merit or benefit to either party and the on-going persistence is adversely impacting on the 
School’s resources.   
 

b) The person on the receiving end of what they consider to be a habitual or vexatious 
complaining, should advise the individual that continued contact may be deemed to be 
habitual and/or vexatious by the School and that the matter may be referred to this Policy.  
  

c) Implementation of this policy is intended to be a last resort after all reasonable efforts have 
been made to reach a mutually satisfactory resolution between the School and the 
person/organising making the complaint. 
 

d) In the event that an individual or an organisation has been determined as a vexatious or 
habitual complainer, by the Chair of Governors, it will normally result in the School stepping 
back from any further communication for a period of time, to be determined by the 
circumstances but unlikely to be less than 12 months.  
 

e) Where it is formally agreed that the School will step back from further communication, this 
will normally be communicated by the Chair of Governors. 
 

f) In determining whether or not to utilise this policy, the Chair of Governors will consider 
whether:- 

 
(i) The School’s Complaint procedure was correctly implemented and that no material 

element of a complaint has been overlooked or inadequately addressed.  
 
(ii) that reasonable adjustments were made for complainers diagnosed with mental health 

conditions that may lead to unintentional behaviour and which could be incorrectly 
categorised as habitual and/or vexatious.  

 
Definition of a habitual or vexatious complainer  

 
30. For the purposes of this policy a habitual or vexatious complainer is defined as an individual or 

a representative of an organisation that remains dissatisfied with reasonable 
responses/explanations provided by the School, in relation to any matter(s) associated with 
the School. 
 

31. Complainers may be deemed to be habitual or vexatious where previous or current contact 
with them demonstrates behaviours exemplified below. Whilst this is not intended to be an 
exhaustive list it demonstrates some of the behaviours that may come under the auspices of 
this policy e.g. complainers who:- 
 
(i) Continually persist in pursuing a matter with the School where the School’s complaints 

procedure has been properly implemented and fully exhausted and confirmed as such by 
the relevant and appropriate senior member of staff. 

 
(ii) Continually change the substance of a complaint or continually raise new issues or 

prolong contact by continually raising further concerns or questions during a complaint 
investigation. (Care should be taken not to discard new issues that are substantively 
different from the original complaint. These might need to be addressed as separate 
complaints); 

 



 

6 

 

(iii) Are unwilling to accept documented evidence and/or fail to accept that some matters 
are impossible to verify and as such cannot be reasonably investigated (such as matters 
where a long period of time has elapsed and no documentary evidence exists);  

 
(iv) Continually make unsubstantiated complaints. No action will be taken regarding 

undocumented incidents.  
 
(v) Do not clearly identify the precise issues to be investigated whilst insisting an 

investigation takes place, despite reasonable and continued efforts on the part of the 
School to help them specify their concerns and/or where the concerns identified are not 
within the remit of the School to investigate;  

 
(vi) Continually focus on what may be deemed a trivial matter to the extent it becomes out 

of proportion to its significance and continue to focus on this point (careful judgement 
must be made on what constitutes a trivial matter as determining this may be 
subjective);  

 
(vii) Continually focus on matters of opinion rather than matters of fact; 
 
(viii) Have been aggressive or abusive towards staff despite warnings (reasonable allowance 

should be made for out of character behaviour at times of anxiety or distress). Examples 
of aggressive or abusive behaviour include threats, physical violence, personal abuse 
(verbally and in writing), derogatory remarks and rudeness. It is also considered that 
inflammatory statements or unsubstantiated allegations made either within the School 
or externally e.g. via social media or the press constitute aggressive or abusive 
behaviour.  

 
(ix) Excessively contact the School (by any medium) placing unreasonable demands on staff. 

Judgement on what is deemed to be excessive will be based on individual circumstances;  
 
(x) Record telephone calls or face to face meetings without the consent of all parties 

involved; 
 
(xi) Continually make what are considered to be unreasonable demands or display what is 

viewed as unreasonable expectations and fail to accept that these are unreasonable (e.g. 
insist more than once on responses being provided or enquiries being carried out more 
urgently than is unreasonable);  

 
(xii) Continually raise and challenge policy that is not of the School’s making such as 

Government financial support policies where the circumstances of that policy have 
been explained by School staff; 

 
(xiii) Continually challenge matters of academic judgement outside the spirit of academic 

debate and/or without evidence of procedural irregularity.  
 
School responses to a habitual or vexatious complainert 

 
  

32. If they encounter any of the above behaviours, School staff may take any such  action as 
they consider reasonable and as circumstances dictate. For example, physical threats may 
result in removal of the complainer from the School’s property and may, in severe cases, be 
reported to the Police.  
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33. Staff will end telephone calls or meetings if the complainer is considered aggressive, abusive or 
offensive. The staff member has the right to make this decision, tell the complainer(s) 
 that their behaviour is unacceptable and to end the call or meeting if the behaviour 
does not stop.  
 

34. Being designated a vexatious or habitual complainer will normally result in  
 

(i) the School taking the considered decision to cease any further communication with the 
complainer other than via formal legal channels for a period of time to be determined 
by the circumstances. 

 
(ii) The School taking legal action against an individual or an organisation where untrue, 

inaccurate or unsubstantiated allegations and statements are made publically e.g. 
including injunctions and in some circumstances claims for damages. 

 
 

   
Monitoring and Review 
 

35. The Headteacher reviews all complaints received by the school as logged by the complaints co-
ordinator and records how they were resolved. Governors will discuss this log annually. 
 

36. A continuous process of self-evaluation by the governors will monitor the process of dealing 
with complaints. 

 
37. Governors will take into account any local or national decisions that affect the complaints 

process, and make any modifications necessary to this policy. 
 
 
 
 


