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Crich Carr Church of England Primary School 

 
COMPLAINTS POLICY 

 
 

Policy reviewed and approved:  March 2013 
 
Policy to be next reviewed:  April 2016 

 
1  Introduction 
 
1.1

 

 We believe that our school provides a good education for all our children and that the 
Headteacher and other staff work very hard to build positive relationships with all parents.  
However, the school is obliged to have procedures in place in case there are complaints by 
parents.  The following policy sets out the procedure that the school follows in such cases 
and is summarised in Appendix 1. 

1.2

 

 If any parent is unhappy with the education that their child is receiving, or has any concern 
relating to the school, we encourage that person to talk to the child’s class teacher 
immediately. 

1.3

 

 We deal with all complaints in accordance with procedures set out by the Local Authority 
(LA).  If the school cannot resolve any complaint itself, those concerned can ask the LA to 
intervene. 

1.4

 

 All parents have the right, as a last resort, to appeal to the Secretary of State for Education 
if they still feel that their complaint has not been properly addressed. 

2  Aims and objectives 
 
2.1

 

  Our school aims to be fair, open and honest when dealing with any complaint.  We give 
careful consideration to all complaints and deal with them as swiftly as possible.  We aim to 
resolve any complaint through dialogue and mutual understanding and, in all cases, we put 
the interests of the child above all other issues.  We provide sufficient opportunity for any 
complaint to be fully discussed, and then resolved. 

3  The Complaints Process 
 
3.1 
 

Stage 1 – Informal Resolution  

It is hoped that most complaints will be resolved quickly and informally.  
 
If parents have a complaint, they should firstly contact the child’s class teacher who will 
inform the Headteacher.  If the matter cannot be resolved by the class teacher alone, they 
may need to consult the Headteacher.  If you have a complaint about the Headteacher, 
either in their capacity as class or head teacher, you should first make an informal approach 
to one of the members of the Governing Body.   The Headteacher or Governing Body will 
keep a written record of all concerns and complaints, including the date on which they were 
received.  Should the matter not reach a satisfactory resolution, then the parents will be 
advised to proceed with their complaint in accordance with Stage 2 of this procedure. 
  

3.2 Stage 2 – Formal Resolution 
  

If the complaint cannot be resolved on an informal basis, then the parents should put their 
complaint in writing to the Headteacher or Governing Body.  We will then decide the 
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appropriate course of action after considering the complaint.   We must consider all written 
complaints within three weeks of receipt and we will invite you to meet with us to discuss 
your complaint further.  If possible, a resolution will be achieved at this stage.  It may be 
necessary for the Headteacher to carry out further investigations.  The Headteacher or 
Governing Body will keep records of all meetings and interviews held in relation to the 
complaint.  Once the Headteacher is satisfied that all the relevant facts have been 
established, a decision will be made and the parents will be informed of this decision in 
writing.  The Headteacher will also provide reasons for their decision.   If the parents are 
still not satisfied with the decision, they should proceed to Stage 3 of this procedure.  

 
3.3 Stage 3 – Panel Hearing  
 

If a parent seeks to invoke Stage 3 following failure to reach a resolution earlier, they will be 
referred to Chair of Governors (Susan Jacob) who will call a hearing and construct a panel. 
The panel will consist of at least three people not directly involved in the matters detailed in 
the complaint. One person on the panel will be independent of the running of the school 
and three members of the school’s Governing Body.  Sometimes, Governors need to be 
brought in from other schools’ Governing Bodies because our school’s Governors may they 
have prior knowledge of the complaint.    
 
Prior to the hearing, the Chair of Governors may decide to appoint an Investigating Officer 
to gather evidence and conduct preliminary interviews on the Chair’s behalf.  The 
Investigating Officer will provide a detailed report of his/her investigation of the complaint. 
Parents/carers should be given a copy of this report.  It is important that the Investigating 
Officer is seen as impartial.  So, whilst the investigating officer is another Governor, s/he 
cannot be a member of the associated Complaints Committee.   The panel should meet at 
a time convenient to all parties.  The complainant, the Headteacher, the Chair of Governors 
and any member of staff the complaint is about will be invited to the meeting.  Any person 
invited can bring a friend or supporter if they wish.  The panel will consider any written 
material, and also give the person making the complaint and the Headteacher, Chair of 
Governors and staff an opportunity to state their case and to question others present.  The 
panel will ensure that all present are treated fairly. Minutes of the meeting will be taken by 
the Clerk to Governors and everyone present will be given a copy of the minutes.   If 
possible, the panel will resolve the complaint immediately without need for any further 
investigation.    
 
Where further investigation is required, the panel will decide how it should be carried out. 
After due consideration of all the facts they consider relevant, the panel will reach a 
decision and may make recommendations, which it shall complete within five days of the 
hearing. The panel will write to the parents informing them of the decision and the reasons 
for it.  The decision of the panel will be final.  The panel will send the findings and any 
recommendations in writing to the parents, Headteacher and the person complained of 
within five school days after the meeting, along with their reasons for the decision.  The 
parents can be assured that all concerns and complaints will be treated seriously and 
confidentially.  Correspondence, statements and records will be kept confidential.    
 
If, after this school based process, the complaint is still not resolved to the parents’ 
satisfaction, they should write to the Local Authority.  If you remain unhappy you have a 
final right of appeal to the Secretary of State for Education. 

 
3.4  If a complaint is not from a parent/carer of a pupil of the school (an example being member 

of the public) these should be made directly to the Headteacher, preferably in writing.   All 
complaints will be recorded formally by the school in a central log.  It should be noted that 
schools are not required to consider complaints made more than one year after the 
incident/situation.   If a  complaint is made about an issue that is over a year, old the school 
will write to the complainant explaining why this is the case. 

 
4  Monitoring and review 
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4.1

 

  The Governors monitor the complaints procedure in order to ensure that all complaints are 
handled properly. The Headteacher keeps a log of all complaints received by the school 
and records how they were resolved.  Governors examine this log on an annual basis. 

4.2 A summary of this complaints procedure (Appendix 1) is displayed on the school website 
and parents can request a full copy at any time 

 
4.3 This policy is formally reviewed every three years, although Governors will take into 

account any local or national decisions that affect the complaints process and make any 
modifications necessary to this policy in a timely manner.  

 
 

 
Signed:     Chair of Governors 

 
Date: 
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APPENDIX 1 
 

SUMMARY OF THE SCHOOL’S COMPLAINTS PROCEDURE 
 

We believe that our school provides a good education for all our children and that the 
Headteacher and other staff work hard to build positive relationships with all parents.  However, 
the school is obliged to have procedures in place in case there are complaints by parents.  The 
following policy summarises the procedure that the school follows in such cases: - 
 
• If you are unhappy with the education that your child is receiving, or have any concern 

relating to the school, we encourage you to talk to your child’s class teacher immediately. 
 
• If you have a complaint regarding the conduct of a class teacher, or any other member of 

staff,  you should contact the Headteacher 
 
• If you have a complaint about the Headteacher, either in their capacity as class or head 

teacher, you should first make an informal approach to one of the members of the 
Governing Body 

 
• If any of your complaints have not been resolved to your satisfaction you may make a 

formal complaint.  This complaint must be made in writing, stating the nature of the 
complaint and how the school has handled it so far.  You should send this written complaint 
to the Chair of Governors. We must consider all written complaints within three weeks of 
receipt and we will invite you to meet with us to discuss your complaint further 

 
• If you feel the school cannot resolve your complaint after the full implementation of the 

school’s complaints procedure, you may make representation to the Local Education 
Authority 

 
• If you remain unhappy you have a final right of appeal to the Secretary of State for 

Education 
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APPENDIX 2 
 

CONTACT DETAILS 
 
 

Crich Carr Governing Body 
 

Crich Carr Governing Body 
Crich Carr C of E  Primary School 
Main Road 
Whatstandwell 
DE4 5EF 

 
(Please mark your envelope Private and Confidential for the attention of the Governing Body) 
 

Telephone 01773 852070 
 
 

Local Authority 
 

The Director of Education, 
Derbyshire County Council, 
County Hall, 
Matlock, 
Derbyshire. 
 
Telephone: 01629 580000 

 
 

Secretary of State for Education 
 

ministers@education.gsi.gov.uk  
 
Telephone 020 7925 5065 
 

 

mailto:ministers@education.gsi.gov.uk�

