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At The Rissington School Every Child Matters and it is our aim that each member of our 
school is able to 

Enjoy and achieve – by being part of an organisation where all feel that they have a voice and that 
opinions and complaints can be pursued in an environment of fairness and openness.   

Roles & Actions 
We differentiate between concerns and complaints and in both cases try to keep procedures for dealing 
with them as informal as possible. 
The Headteacher will act as complaints co-ordinator and will take the initial responsibility for handling 
complaints. n.b. Should the complaint be against or involving the Headteacher then the Senior Teacher 
will act as co-ordinator. 
 
Action will be taken in accordance with the published guidance and recommendations by the DfE. 
However we also note that; 

 procedures relating to general complaints do not replace the LA’s procedures relating to 
curriculum and collective worship complaints. 

 certain forms of complaint, e.g. staff grievance or disciplinary procedures, also fall outside the 
scope of these general complaints procedures. 

 
Procedure 
 
[1] Informal Stage - In most cases complaints are successfully resolved informally by teachers, senior 
managers and Headteachers. Complaints should therefore, initially be directed to the Headteacher. The 
Headteacher will; 
a) encourage the complainant and member of staff to discuss the complaint and try to resolve it 
informally or 
b) discuss the complaint with the complainant and try to resolve it informally, or arrange for a senior 
manager to do so and 
c) where appropriate inform the Chair of Governors without discussing the nature of the complaint at 
this stage. 
 
[2] Formal Stage 1 - If a complaint cannot be resolved in an informal way and/or the complainant still 
remains unhappy the Headteacher will deal with the complaint formally.  
The Headteacher will ask the complainant to put their complaint in writing, stating that they wish to 
make a formal complaint. The letter should include; their name, the nature of their complaint , and how 
they can be contacted. The Headteacher will;  
 
a) acknowledge this letter within 3 working days  
b) investigate the complaint and then decide how best to resolve it within a further 5 working days 
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c) provide a written response outlining how the investigation was conducted and the outcome, as well as 
offering the complainant the opportunity to discuss the outcome if appropriate 
d) advise the complainant that if they are dissatisfied with the outcome their complaint will be 
considered by the Chair of Governors at Formal Stage 2 
e) inform the Chair of Governors that a formal complaint has been received and what action will be 
taken to provide a response without discussing that nature of the complaint at this stage. 
 
[3] Formal Stage 2 - If the Headteacher is unable to resolve the complaint and/or the complainant is 
still unhappy then the complaint will be dealt with at Formal Stage 2. The complainant will be informed 
that their complaint has been passed to, and how to contact, the Chair of Governors. The complainant 
should write to the Chair of Governors and that letter should include their name, the nature of their 
complaint, the reasons why they were unhappy with the Headteacher’s decision and how they can be 
contacted. 
 
At this stage it is important that only the Chair of Governors is involved, as other Governors 
may have to listen to any subsequent hearings which may result from an investigation of 
the complaint. If a School Governor is directly approached by the complainant at any stage 
they can only give general advice about how their complaint might be dealt with and should 
inform the Headteacher as soon as possible. When a Governor becomes involved in this way 
they cannot take part in any of the formal procedures. It may, however, be appropriate for 
them to accompany the complainant to any formal meetings. 
 
The Chair of Governors will; 
 
a) acknowledge the letter within 3 working days 
b) conduct an investigation and speak to everyone involved as soon as practicable (usually within 10 
working days) 
c) provide a written response outlining how the investigation was conducted and the outcome, as well as 
offering the complainant the opportunity to discuss the outcome if appropriate. This will be within 3 days 
of completing the investigation 
d) advise the complainant that if they are dissatisfied with the outcome their complaint will be 
considered by the Complaints Panel of the Governing Body at Formal Stage 3 
 
[4] Formal Stage 3 - If the Chair of Governors is unable to resolve the complaint and/or the 
complainant is still unhappy then the complaint will be dealt with at Formal Stage 3. 
Governors Complaints Panel - If the complainant is dissatisfied with the outcome of the Chair of 
Governor’s investigation then they should write to the Chair of Governors stating why and request that 
their complaint be referred to the Complaints Panel of the Governing Body. 
The Complaints Panel will comprise three Governors who have not previously been involved in the 
complaint and/or do not have a pecuniary or personal interest. It will also be inappropriate for the 
Complaints Panel to include teacher or staff Governors. 
 
A meeting of the Complaints Panel will be convened within 10 working days of the request. 
At least five working days before the meeting members of the Complaints Panel will receive; 
 
a) A copy of the original written complaint 
b) An outline of any investigation carried out by the Headteacher at Formal Stage 1. 
c) A copy of the letter sent to the complainant about the outcome at Formal Stage 1. 
d) A copy of the letter from the complainant expressing their dissatisfaction with the outcome at Formal 
Stage 1. 
e) A copy of the letter to the Chair of Governors requesting an investigation at Formal Stage 2. 
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f) An outline of any investigation carried out by the Chair of Governors at Formal Stage 2. 
g) A copy of the letter sent to the complainant about the outcome at Formal Stage 2. 
h) A copy of the letter from the complainant expressing their dissatisfaction with the outcome at Formal 
Stage 2. 
i)A copy of the letter requesting that the complaint is heard by the Complaints Committee. 

 
The complainant will be invited to attend the meeting to state their case and should be offered the 
opportunity to be accompanied by a friend or other adult if they wish. Children should not attend unless 
the Complaints Panel thinks it would be helpful, in which case they should seek written permission of the 
parents. The complainant does not have to attend the meeting, in which case the Complaints Panel will 
consider the documentary evidence provided by the complainant.  
 
The Headteacher and/or Chair of Governors will be invited to attend the meeting to state their case. 
They do not have to attend the meeting, in which case the Complaints Panel will consider the 
documentary evidence relating to any investigation(s) the Headteacher and/or Chair of Governors 
carried out. 
The Complaints Panel may invite the Chief Education Officer’s representative to provide advice and 
guidance. They will have no role in deciding the outcome, but will advise on whether procedure has 
been followed appropriately and on the reasonableness of the Complaints Panel’s decision. 
The Complaints Panel will consider 2 questions only: 
 
1. Whether the investigation(s) were conducted properly and reasonably within this procedure. 
2. Whether the outcome was reasonable and appropriate. 
 
If the Complaints Panel decides the answer to the second question is no it should decide a different 
outcome to the complaint. 
The Panel will have the opportunity to question the complainant, Headteacher and/or Chair of 
Governors. If they are not available at the time then the meeting should be adjourned and re-convened 
at a mutually convenient time, but wherever practicable within 5 working days. 
When the Complaint Panel has all the information it needs the complainant, Headteacher and/or Chair of 
Governors will leave the meeting. The Complaints Panel will then reach it’s decision in private. It will 
decide: 
 
a) Whether the earlier investigation(s) were conducted appropriately and reasonably. 
b) Whether the decision of the Headteacher and/or Chair of Governors was reasonable and appropriate. 
c) Where appropriate an alternative outcome to the complaint. 
The complainant should be informed of the Complaints Panel’s decisions in writing within 3 working 
days. 
 

The decision of the Complaints Panel is final 
 


