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INTRODUCTION  
 
1. This policy document is designed to ensure that the school is competent to  
 manage all complaints whatever their nature and complexity. 
 
2. Complaints must be dealt with:- 
 

• Openly 
• Fairly 
• Promptly 
• Without prejudice 
• In compliance with recent changes to WSCC guidelines 

 
3. School Complaints Book:  In line with the West Sussex County Council 
 Local Education Authority guidelines, where a staged approach is 
 recommended, the following procedure is to be followed.  Complaints which 
 are deemed to be informal and can be dealt with at class level are dealt with at 
 Stages 1, 2 and 3 below.  These will be recorded in the Complaints Book if 
 appropriate.  Formal complaints involving the Headteacher and/or Governors 
 must be recorded in the Complaints Book.  This book is a legal document that 
 may be used as evidence in an inquiry.  The Headteacher is to appoint a senior  
 member of staff who must monitor the entries in this book.  Each record must  
 contain as a minimum: 
 
 a. The date and time that the complaint is made. 
 b. The identity of the person making the complaint. 
 c. The identity of the person(s) against whom the complaint is aimed. 
 d. An accurate and objective account of the complaint remembering that  
  this account may eventually become a statement in a legal argument  It 
  is important that the identities of all witnesses are included in this  
  account. 
 e. A statement whether or not the entry has been read to the complainant. 
 f. The signature of the person compiling the entry, together with a record 
  of the date and time the entry is made. 
 
4. The member of staff appointed to monitor the Complaints Book is to date and  
 sign under the last entry as evidence of this check. 
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5. The procedure for dealing with complaints is to: 
 
 a. Be published in the School Prospectus in the form of an Overview. 
 b. Be focused on outcome. 
 c. Have established time limits for action. 
 d. Keep people informed at all stages. 
 e. Respect people’s desire for confidentiality. 
 f. Be carefully monitored and evaluated. 
 
6. Complaints are to be investigated by the Staged Approach, whereby every 
 effort is made to deal with the complaint informally at school level, in 
 partnership – if appropriate – with parents.  The formal stage should be  
 triggered only in exceptional circumstances. 
 
7. Complaints vary in their nature and complexity.  Therefore, the school will 
 need to consider at what point in the Staged Approach a complaint is to be  
 dealt with when it is initially raised, and which member of staff is most 
 suitable to deal with it. 
 
8. All the school staff must be aware of the need for confidentially. 
 
STAGED APPROACH TO COMPLAINTS  
 
9. There are six stages to this procedure for dealing with complaints: 
 
 a. Stages 1, 2 and 3 are informal stages that are dealt with at school level. 
 
 b. Stages 4, 5 and 6 are formal stages involving the Governing Body  
  (Complaints Panel), the LEA and Local Government Ombudsman. 
 
10. Stage 1:  The complainant meets and/or speaks to the relevant member of 
 staff: 
 
 a. The complainant is advised to speak to the member of staff concerned so 
  everyone has a clear picture of the situation.  Most problems can be  
  resolved at this information stage. 
 
 b. The member of staff who is dealing with the complaint should ensure  
  that the complainant is reassured that the matter will be investigated, and 
  is clear what action has been agreed. 
 
 c. If either the complainant or the staff member feels that the matter needs 
  to be taken further, a senior member of staff must be contacted. 
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 d. While a record of the complaint and any actions must be kept, it is not 
  necessarily a requirement at this stage that the complainant is provided 
  with a written copy of that record. 
 
 e. The Headteacher or the senior member of staff responsible for   
  monitoring complaints must be informed of the complaint within one  
  working day. 
 
11. Stage 2: Meet and or speak to the Headteacher or Senior Member of Staff 
 
 a. More serious concerns that remain unresolved at the end of Stage 1,  
  should be referred to the Headteacher or a senior member of staff, who 
  must then investigate the matter further.  Any meetings that are held  
  with the complainant in relation to the complaint must be arranged  
  within ten days of the complaint. 
 
 b. A report in the Complaints Book must be kept of all contacts relating to 
  the complaint. 
 
 c. The Headteacher or senior member of staff must communicate the  
  outcome to the complainant verbally or in writing within three school  
  days of any meeting.  If necessary, this is a holding communication,  
  promising a proper report within a stated timeframe. 
 
 d. If, as the result of the investigation, issues arise, relating to staff  
  discipline or capability, details must remain confidential to the Head
  teacher.  The complainant must be informed that the school has taken 
  appropriate follow-up action. 
 
12. Stage 3: Discussion with the Chair of Governors or a nominated Governor 
 
 a. The Headteacher should refer the matter to the Chair of Governors. 
 
 b. The Chair may decide to refer the complaint to a nominated Governor, 
  in case the Chair is needed to sit on the formal Complaints Panel at  
  Stage 4. 
 
 c. The Governor will explore the matter further.  This may involve meeting
  with the complainant and/or member(s) of staff.  The outcome and  
  agreed actions should be recorded.  The complainant must be informed
  of the outcome within 10 school days, or a holding letter sent giving a 
  stated timeframe. 
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 d. If the complainant is not satisfied with the outcome, move to Stage 4: 
  Formal Complaint to Chair of Governors procedure. 
 
13. Stage 4:  Formal Complaint to Chair of Governors 
 
 a. Governors must only proceed with the formal stage of the Complaint  
  Procedure if they have received a complaint in writing addressed to the  
  Chair of Governors and all previous stages have been exhausted.   
  However, it is important that this does not disadvantage people who may 
  experience difficulty with putting their complaint in writing 
 
 b. Acknowledgement of the complainant’s written complaint must be sent  
  by the Clerk to the Governing Body within 5 school days. 
 
 c. It is essential that this process is fair and objective.  To avoid a conflict  
 of interest, it is vital that the full governing body does not hear the  
 complaint at this stage.  Any Governor who has been involved with the 

complaint at an earlier stage would be unable to give objective 
consideration to the issue. 

 
d. The Governing Body should convene a small panel of 3 or 5 Governors 

who have not previously been involved in the complaint.  This Panel 
should usually meet within 15 school days of receiving the complaint. 

 
e. The Chair of the Panel should notify the Headteacher and the 

complainant as to whether they will be invited to present their case in 
person to the panel.  Alternatively, the panel may decide to consider 
written material only.  Both parties must be treated equally.  For 
example, if the Headteacher is invited to the meeting so must be the 
complainant. 

 
f. If the complaint relates to a staff disciplinary or capability matter about 

which the Headteacher has already taken action, the Governors should 
focus on how the original complaint was managed to avoid prejudicing 
any ongoing disciplinary or capability procedures. 

 
g. The Headteacher and complainant should be informed of the Panel’s 

decision within 10 school days. 
 
h. Further details of the Stage 4 process may be found in the Advice to 

Governors pamphlet. 
 
 



 

6    

14. Stage 5: Refer to the Local Government Ombudsman or the Secretary of 
State 

 
a. Complainants who believe that their concerns have not been addressed 

and that misadministration by West Sussex County Council has caused 
them injustice may make a further complaint to the local Government 
Ombudsman. 

 
b. Complainants who believe that West Sussex County Council has acted 

unreasonably in the exercise of its statutory powers, may appeal to the 
Secretary of State for Education. 

 
  

 
 
   


