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Introduction 

 
Inevitably there will be occasions when parents / carers / stakeholders are worried or 
concerned about issues arising from their child’s experiences whilst in the care of Clapham 
Terrace Community Primary School and Nursery (hereafter Clapham Terrace). Many of these 
issues are more correctly identified as concerns rather than complaints.  Clapham Terrace is 
committed to taking such concerns seriously at the earliest stage and resolving them to the 
satisfaction of all parties as quickly as possible.  However, on the rare occasions when a 
concern cannot be resolved, we have a formal complaints procedure which is outlined below.  

The prime aim of Clapham Terrace’s policy is to resolve any complaint as fairly and speedily 
as possible. Formal complaints will be dealt with in a sensitive, impartial and confidential 
manner.  Serial and Unreasonable Complaints will incur appropriate action by the school – 
please refer to our Policy for Serial and Unreasonable Complainants for further guidance in 
this regard. 
 
Definition 

 
The DfE guidance explains the difference between a concern and a complaint: 
 

 A concern is defined as “an expression of worry or doubt over an issue considered to 

be important for which reassurances are sought”. The school will resolve concerns 

through day-to-day communications as far as possible. 

 

 A complaint is defined as “an expression of dissatisfaction however made about 

actions taken or a lack of action”. 

Any concern or complaint will be taken seriously, whether formally or informally, and the 
appropriate procedures shall be taken. 
 
A ‘grievance’ is an issue raised by a member of staff where they feel the school has not 
implemented a policy or process fairly or properly.  Grievances will be dealt with in line with 
the school’s Grievance Policy. 
 
Where the Complainant has a concern or query about any aspect of the school or their child’s 
education or wellbeing, we invite them to raise this with their child’s class teacher in the first 
instance. Ideally the class teacher will be able to address the Complainants’ concerns 
immediately or can arrange a meeting with them to discuss the issue. 
 
All concerns will be dealt with confidentially, although it may be necessary to take notes if the 
matter may need to be taken further or may arise again in the future.  
 
If a complainant has difficulty discussing a concern with a particular member of staff, we will 
respect their views. In these cases, the Headteacher, will refer them to another staff member. 
Similarly, if the member of staff directly involved feels unable to deal with a concern, the 
Headteacher will refer them to another staff member. The member of staff may be more senior 
but does not have to be. The ability to consider the concern objectively and impartially is more 
important. 

We understand however, that there are occasions when people would like to raise their 
concerns formally. In this case, Clapham Terrace will attempt to resolve the issue internally, 
through the stages outlined within this complaints procedure. 
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Complaint Process from Start to Finish 
 

Concern or Complaint Received 

  

Stage 1 – INFORMAL STAGE 

 
SCHOOL ACTION 

 
Informal discussion with the class 
teacher or other relevant member of 
staff, usually resulting in the resolution 
of the issue. 
 
If the complaint is about the 
Headteacher – proceed to Stage 2* 

 
Within 7 school days, the complainant is 
informed of the action to be taken to 
resolve the issue.   
 
If they are not satisfied with the 
outcome a copy of the school’s 
complaint procedure will be given 
together with information on how to 
proceed to Stage 2. 
 
If the Headteacher has addressed the 
complaint at this stage, then the matter 
should progress to Stage 3. 
 

  

FORMAL STAGE 

Stage 2 – COMPLAINT HEARD BY HEADTEACHER 

 
The complaint is submitted to the 
Headteacher 

 
Within 5 school days the Headteacher 
will acknowledge receipt of the 
complaint and after investigation will 
provide a full written response to the 
complainant within 15 school days. 
 
If the complaint is not resolved at the 
stage, information us given on how to 
progress the complaint to Stage 3. 

  

Stage 2* - COMPLAINT HEARD BY CHAIR OF GOVERNORS 
 (if the complaint is about the Headteacher) 

 
A written complaint is sent to the Chair 
of Governors 

 
The Chair of Governors acknowledges 
receipt and provides a full written 
response within 15 school days. 
 
If the complaint is not resolved at the 
stage, information us given on how to 
progress the complaint to Stage 4. 

  

Stage 3 – INVESTIGATION BY THE CHAIR OF GOVERNORS 
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Complainant writes to the Chair of 
Governors within 10 school days of 
receiving the response confirming they 
remain dissatisfied and requesting 
further investigation of their complaint. 

 
The Chair acknowledges receipt and 
provides a full written response within 
20 school days. 
 
If the complaint is not resolved at the 
stage, information us given on how to 
progress the complaint to Stage 4. 

Stage 4 – COMPLAINTS APPEAL PANEL (CAP) 

 
Complainant writes to the Clerk of the 
Governing Body within 10 school days 
of receiving the response, requesting an 
appeal to be heard by a Complaints 
Appeal Panel. 

 
The Clerk will acknowledge receipt of 
the complaint within 3 school days and 
will arrange for a CAP to meet within 20 
school days. 
 
Once the CAP meeting has taken place, 
the Clerk will inform the Complainant of 
the outcome within 5 school days. 
 

  

Final Stage - APPEAL 

 
If the Complainant remains dissatisfied 
with the outcome, they have the right to 
refer their complaint to the Secretary of 
State. 
 

 
The Secretary of State may intervene if 
a Governing Body has acted unlawfully 
or unreasonably. 

  

 
NB: Every effort will be made to meet the timescales stated but if it is not possible to meet them at any stage 

of the process the complainant will be contacted with an explanation and a revised date. 

 

 
 
 
 
 

 
 
 
 
 
 
 

Stage 1 - Informal Stage 

 
Concerns may be raised with the school at any time and will often generate an immediate 
response, which will resolve the concern. The Complainant should start by sharing their 
concerns with the class teacher as this is usually the best and quickest way of resolving issues.  
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In some cases, the concern raised may require investigation, or the class teacher may feel it 
more appropriate to refer the Complainant to a more senior or experienced member of staff 
who will try to resolve the concern informally.  In this case the Complainant should receive an 
informal but considered response within 7 school days.  

 It is recommended that the Complainant makes an appointment to speak to the class 
teacher as soon as possible as this will give both parties the opportunity to talk about 
the issue without being interrupted 

 It is important to recognise that schools are busy organisations and may not be able to 
offer an appointment straight away 
 

 The purpose of this meeting should be to establish the nature of the concern and to 
seek a resolution to the problem 
 

 To prevent any later challenges or disagreements over what was said, it is good 
practice for the class teacher to make brief written notes of meetings and telephone 
calls and a copy of any written response should be added to the record.  These notes 
are kept securely on the school’s ICT system.  
 

 They may need to talk to others before they can respond. The Complainant should be 
given a timescale for a response; no more than 7 school days. 

 
Most concerns will be satisfactorily dealt with in this way.  However, if the Complainant is not 
happy with the informal approach then a formal complaint must be made to the Headteacher 
(unless they are about the Headteacher) within 10 school days via the school office, giving the 
reasons for the continued concern. 
 
This may be done in person, in writing (preferably on the Complaint Form see Appendix 1), or 
by telephone.  The issue will then be escalated to Stage 2 – Formal Complaint made to the 
Headteacher. 
 
At this stage, the complainant will be asked what they think might resolve the issue – any 
acknowledgement that the school could have handled the situation better is not an admission 
of unlawful or negligent action. 
 

- If the complaint is about the Headteacher, the complainant can then be referred to 

the Chair of the Governing Body. 

 

- If a complaint is made to a governor, the complainant should be referred to the 

appropriate person.  The governor in question should not act alone on a complaint 

outside the adopted school procedure; if they do, they cannot be involved if the 

complaint is subject to a hearing at a later stage of the procedure. 

 

 

 

Stage 2 – Formal Complaint made to the Headteacher 

 
Stage 2 of the process should be completed within 15 school days.  Where the situation is 
recognised as complex, and it is deemed to be unable to be resolved within this timescale, the 
Headteacher will contact the complainant to inform them of a revised target date. 
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Formal complaints can be raised: 
 

 By letter or email 

 Over the ‘phone 

 In person 

 By a third party acting on behalf of the complainant 

The Headteacher will record the date the complaint is received by completing a Complaint 
Tracker Form and will acknowledge receipt of the complaint in writing (either by letter or email) 
within 5 school days. 
 
An appointment with the Headteacher should be made, as soon as reasonably practical, to 
avoid any possible worsening of the situation. 
 
In certain circumstances, the school may need to refuse a request for a particular individual to 
attend any such meeting – for example, if there is a conflict of interest.  If this is the case, the 
school will notify the complainant as soon as they are aware, so that the complainant can 
arrange alternative accompaniment. 
 
The Headteacher (or other person appointed by the Headteacher for this purpose) will then 
conduct their own investigation.  The written conclusion of this investigation should be sent to 
the complainant within 5 school days. 
 
Where the Headteacher or chair of the Governing Body has made reasonable attempts to 
accommodate the complainant with dates for a complaint meeting and they refuse or are 
unable to attend, the meeting will be convened in their absence and a conclusion will be 
reached in the interests of drawing the complaint to a close. 
  
To prevent any later challenge or disagreement over what was said, brief notes of meetings 
and telephone calls are kept, and a copy of any written response is added to the record. These 
notes are kept securely on the school’s ICT system and, where appropriate, encrypted.  
 
The Headteacher or investigator will consider the complaint and in doing so will: 
 

 Establish what has happened so far, and who has been involved; 
 

 Meet or contact the Complainant if they need further information; 
 

 Clarify how the Complainant may feel things could be put right (if this has not been set 
out in their letter or included on the Complaints form); 
 

 Interview those involved in the matter and those complained of, allowing them to be 
accompanied if they wish; 
 

 Conduct any interviews with an open mind; 
 

 Keep notes of any interview for the record. 

 

The Headteacher or investigator will keep in mind ways in which the complaint can be 
resolved. It may be enough to acknowledge that the complaint is valid in whole or in part. In 
addition, it may be appropriate to offer one or more of the following: 
 

 an apology 
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 an explanation 

 an admission that the situation could have been handled differently or better (please 

note this is not an admission of negligence) 

 an assurance that the event complained of will not recur 

 an explanation of the steps that have been taken to ensure that it will not happen again 

 an undertaking to review policies and practice in light of the complaint 

It may also be the case that the complaint may not have any substance and is therefore 
considered to be unfounded or unsubstantiated. 
 
Once all facts are established, within a maximum of 15 school days the Headteacher should 
contact the complainant in writing with an explanation of the decision.  
 
The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions Clapham Terrace will take to resolve the complaint. 

The complainant will be advised of any escalation options (for example, escalation to Stage 
3) and provided with details of this process.  
 
Complaints can be escalated by contacting the clerk to the Governing Body: 
 

 by letter or email 

 over the ‘phone 

 in person 

 through a third party acting on behalf of the complainant 

The clerk will need the details of the complaint, as well as details from the complainant on how 
they feel the previous stage of the procedure has not addressed their complaint sufficiently, 
and what they feel would resolve the complaint.  
 

They complainant will also be provided with copies of approved minutes, subject to any 

necessary redactions under the Data Protection Act 2018 and the GDPR. 
 
Any further action the school plans to take to resolve the issue will be explained to the 
complainant in writing.  

Stage 3 – Investigation by the Chair of Governors  

 
The complainant should submit any complaint in respect of the Headteacher's investigation in 
writing (or via an alternative method if necessary) within 10 school days to the chair of 
governors. 
 
The chair of governors will carry out an investigation and consider all available evidence. 
 
The complainant and the Headteacher should be informed of the outcome within 20 school 
days of the chair of governors receiving the complaint. The complainant will be advised of any 
escalation options (for example, escalation to stage four) and will be provided with details of 
this process.  
 
The complainant will also be provided with copies of minutes, subject to any necessary 
redactions under the Data Protection Act 2018 and the GDPR. 
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If the complainant is not satisfied with the way the process has been followed, considers the 
decision to be perverse, or believes that the chair has acted unreasonably, they may request 
that the Governing Body reviews the complaint (stage four). 

Stage 4 – Complaint Appeal Panel (CAP)  

 
Following receipt of a Stage 3 outcome, the complaint should be made in writing to the Clerk, 
via the school office within 10 school days requesting a Complaints Appeal Panel Meeting 
(CAP) – a meeting with members of the Governing Body’s complaints committee, which will 
be formed of three, impartial governors. This is the final stage of the complaints procedure. 
 

- Where there are communication difficulties, the complaint may be made in person or 

via telephone.   

To prevent any later challenge or disagreement over what was said, brief notes of meetings 
and telephone calls are kept, and a copy of any written response is added to the record. These 
notes are kept securely on the school’s ICT system and, where appropriate, encrypted.  
 
The Clerk to the Governing Body will record the date the complaint is received and 
acknowledge receipt of the complaint in writing (either by letter or email) within 3 school days.  

The acknowledgment will advise the Complainant that three members of the School’s 
Governing Body (which may include or comprise of Governors from schools with whom the 
school has a Joint Hearings Panel agreement in place) should hear the complaint within 20 
school days of receipt of the Stage 4 – Complaint Appeal Panel request.  
 
The Complaint Appeal Panel members will decide whether to deal with the complaint by 
inviting parties to a meeting or through written representations, but in making their decision 
they will be sensitive to the complainant’s needs. 
 
If it is not possible to convene the meeting within 20 school days, the Clerk will provide an 
anticipated date and keep the complainant informed. 

The letter will invite the Complainant to attend and explain that they have the right to submit 
any further documentation relevant to the complaint.  The Complainant may bring a friend or 
someone else for support. 
 
Generally, we do not encourage either party to bring legal representatives to the CAP meeting.  
However, there may be occasions when legal representation is appropriate. 
 
For instance, if a school employee is called as a witness in a complaint meeting, they may 
wish to be supported by union and /or legal representation. 
 
 
Representatives from the media are not permitted to attend. 

The Clerk will enclose a copy of this Complaint Procedure with the acknowledgement. 
 

If the complainant rejects the offer of three proposed dates, without good reason, the Clerk 
will decide when to hold the meeting. It will then proceed in the complainant’s absence based 
on written submissions from both parties.  
 
An experienced governor will convene a CAP comprising of:  
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- Three members of the Governing Body.  

(If the whole Governing Body is aware of the substance of a complaint before the CAP has 

been completed, an independent panel should be arranged to hear the complaint. 
 
If the complainant believes there is likely to be bias in the proceedings, they reserve the right 
to request an independent panel – complainants should provide evidence to support their 
request. Whilst the final decision regarding such a request rests with the Governing Body, it 
should be granted where the appearance of bias is enough to taint any decision reached.   
 
To appoint a governor from another school onto an independent complaints appeal panel, the 
Governing Body does not have to enter into, or already be in, a formal arrangement under the 
School Governance (Collaboration) (England) Regulations 2003. However as Clapham 
Terrace has a Joint Hearings Panel agreement in place with other schools these governors 
may be appointed onto the CAP.   
 
Where an independent panel is arranged on an ad-hoc, informal basis, governors who are 
suitability skilled and who can demonstrate their independence will be sourced.  
 
Governors from academies may be asked to serve on a Complaints Appeal Panel.  
 
If the attendance of any child is required at the hearing, parental permission will be sought if 
they are under the age of 18. 

A child has the right to be accompanied at a Complaints Appeal Panel Meeting and extra care 
will be taken to consider the vulnerability of children where they are present at a Complaints 
Appeal Panel. 

Where appropriate, the clerk will ask for support from Governor Services at the LA.  
 
At least 10 school days before the meeting, the Clerk should: 

 confirm and notify all parties of the date, time and venue of the meeting, ensuring that, 
if the complainant is invited, the dates are convenient to all parties and that the venue 
and proceedings are accessible 
 

 request copies of any further written material to be submitted to the committee at least 
5 school days before the meeting. 
 

 Any written material will be circulated to all parties at least 5 school days before the 

date of the meeting. The CAP will not normally accept, as evidence, recordings of 

conversations that were obtained covertly and without the informed consent of all 

parties being recorded. 

 The CAP will also not review any new complaints at this stage or consider evidence 
unrelated to the initial complaint to be included. New complaints must be dealt with 
from Formal Stage 2 – Formal Complaint made to the Headteacher 

 
Prior to the hearing, the chair of governors will have written to the complainant informing them 
of how the review will be conducted. The Headteacher will also have a copy of this letter.  
 
At the hearing, all participants will be given the opportunity to put their case across and discuss 
any issues.  
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The CAP will consider issues raised in the original complaint and any issues which have been 
highlighted during the complaints procedure.  
 
The CAP will be held in private. Electronic recordings of meetings or conversations are not 
normally permitted unless a complainant’s own disability or special needs require it. Prior 
knowledge and consent of all parties attending must be sought before meetings or 
conversations take place. Consent will be recorded in any minutes taken. 
 
The Clerk will record the proceedings in the form of minutes.  The typed minutes are a 
summary of the procedure followed and the discussions taking place at the meeting but will 
not include the deliberations of the panel. Notwithstanding this, full and comprehensive notes 
of the decision taken by the CAP should be taken. The minutes are the property of the 
Governing Body and the final approved version can be made available upon request, with 
release subject to the rules set out in the GDPR and the DPA 2018.  
 
The CAP should allow for: 
 

 The complainant to be present and accompanied at the hearing if they wish. 

 The complainant to explain their complaint and the Headteacher to explain the 

reasons for their decision.  

 The complainant to question the Headteacher, and vice versa, about the complaint.  

 Any evidence, including witnesses who have been prior approved by the chair of the 

CAP, to be questioned.  

 Members of the CAP to question both the complainant and the Headteacher.  

 Final statements to be made by both parties involved. 

The CAP will consider the complaint and all the evidence presented, they can: 

 uphold the complaint in whole or in part 

 dismiss the complaint in whole or in part. 
 
If the complaint is upheld in whole or in part, the CAP will: 
 

 decide on the appropriate action to be taken to resolve the complaint 

 where appropriate, recommend changes to the school’s systems or procedures to 
prevent similar issues in the future. 

The Chair of the CAP will provide the complainant and Clapham Terrace with a written 
response explaining the panel’s findings and recommendations within 5 school days.  This 
letter will also explain whether there are any further rights of appeal and to whom they need 
to be addressed.  
 
Where relevant, the person complained about will receive an approved summary of the panel’s 
findings and recommendations. They will also receive a copy of the minutes, subject to any 
necessary redactions under the Data Protection Act 2018 and the GDPR.  
 
If it is not possible to meet this timeline then the Clerk of the Panel will contact both parties to 
discuss a mutually convenient date.  Further information on how the Panel operates and the 
process it follows is attached in Appendix 3. 

Final stage – Appeal 
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If a complaint has completed the school’s process and the complainant remains dissatisfied, 
they have the right to refer their complaint to the Secretary of State using the online form or in 
writing to: 
 

Ministerial and Public Communications Division 
Department for Education 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 
 

The Secretary of State has a duty to consider all complaints raised but will only intervene 
where the Governing Body has acted unlawfully or unreasonably and where it is expedient or 
practical to do so. In this case, the word “unreasonably” is used in accordance with its legal 
definition, meaning acting in a way that no reasonable school or Governing Body could act in 
the circumstances. 
 
 

Interviewing witnesses 

 
When interviewing pupils to gather information regarding a complaint, the interview should be 
conducted in the presence of another independent member of staff.  In the case of serious 
complaints, e.g. where the possibility of criminal investigation exists, in the presence of their 
parents / carers. 
 
The school will ensure that the conduct of interviews does not prejudice an LA designated 
officer’s (LADO) or police investigation. 
 
The school understands the importance of ensuring a friendly and relaxed area which is free 
from intimidation. 
 
All pupils interviewed will be made fully aware of what the interview concerns and their right 
to have someone with them.  
 
Staff are allowed a colleague to support them at their interview. The colleague must not be 
anyone likely to be interviewed themselves, including their line manager.  
 
The interviewer will not express opinions in words or attitude, so as to not influence the 
interviewee.  
 
The interviewee will sign a copy of the transcription of the interview.  

Recording a complaint  

 
A written record shall be kept of any complaint made, whether made via phone, in person or 
in writing detailing: 
 

 The main issues raised the findings and any recommendations. 

 Whether the complaint was resolved following an informal route, formal route or panel 

hearing. 

 Actions taken by the school as a result of the complaint (regardless of whether the 

complaint was upheld). 

https://form.education.gov.uk/en/AchieveForms/?form_uri=sandbox-publish://AF-Process-f1453496-7d8a-463f-9f33-1da2ac47ed76/AF-Stage-1e64d4cc-25fb-499a-a8d7-74e98203ac00/definition.json&redirectlink=%2Fen&cancelRedirectLink=%2Fen
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All records are made available for inspection on the school premises by the Headteacher. 
 
Where there are communication difficulties or disabilities, the school may provide recording 
devices to ensure the complainant is able to access and review the discussions at a later point. 
 
Recording devices will not be used without the prior consent of all parties. 
 
Where the school allows complainants to record meetings, the following will be considered: 

 

 How any decision to allow recordings may affect any third parties called to act as 

witnesses 

 

 The impact and consequences on the individuals involved in the complaint if 

recordings are lost or leaked 

The school will not accept, as evidence, any recordings that were obtained covertly and 
without the informed consent of all parties being recorded. 
 
Details of any complaint made shall not be shared with the entire Governing Body.  The 
exception to this is when a complaint is made against the whole Governing Body and they 
need to be aware of the allegations made against them, to respond to any independent 
investigation. 
 
Complainants are likely to have a right to access copies of these records under data protection 
legislation. 
 
The school will hold all records of complaints centrally.  Correspondence, statements and 
records relating to individual complaints are kept confidential except where the Secretary of 
State or a body conducting an inspection requests to access them. 

Anonymous complaints 

 
Clapham Terrace will not normally investigate anonymous complaints. However, the 
Headteacher or Chair of Governors, if appropriate, will determine whether the complaint 
warrants an investigation. 

Duplicate complaints 

 
There may be some cases where at the end of the complaints procedure Clapham Terrace 
receives a duplicate complaint on the same subject from a complainant’s spouse, partner, 
grandparent or child. 

The ‘new’ complaint will be assessed to establish whether there are new aspects to it that may 
not have been previously considered, or if there is any new information to consider.  Any new 
elements of a complaint will be investigated and dealt with in line with the complaints 
procedure. 

If Clapham Terrace are satisfied that there are no new aspects, the new complainant will be 
advised to contact the DfE if they are dissatisfied with the handling of the original complaint. 

Unreasonable and / or persistent complaints  

 
Most complaints raised will be valid, and therefore Clapham Terrace will follow the 
procedure outlined to deal with them.  However, a complaint may become unreasonable if 
the person: 
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 Has made the same complaint before, and it has already been resolved by following 

the school’s complaints procedure; 

 

 Makes a complaint that is obsessive, persistent, harassing, prolific, defamatory or 

repetitive; 

 

 Knowingly provides false information; 

 

 Insists on pursuing a complaint that is unfounded, or out of scope of the complaints 

procedure; 

 

 Pursues a valid complaint, but in an unreasonable manner, e.g. refuses to articulate 

the complaint, refuses to co-operate with the complaints procedure, or insists that the 

complaint is dealt with in ways that are incompatible with this procedure and the time 

frames it sets out; 

 

 Changes the basis of the complaint as the investigation goes on; 

 

 Makes a complaint designed to cause disruption, annoyance or excessive demands 

on school times; or 

 

 Seeks unrealistic outcomes, or a solution that lacks any serious purpose or value. 

Steps Clapham Terrace will take: 
 
Clapham Terrace will take every reasonable step to address the complainant’s concerns and 
give a clear statement of our position and their options.  We will follow our complaints 
procedure wherever possible. 

 
If the complainant continues to contact the school in a disruptive way, we may put 
communication strategies in place.  We may: 

 
 Give the complainant a single point of contact via an email address; 

 

 Limit the number of times the complainant can make contact, such as a fixed number 

per term; 

 

 Ask the complainant to engage a third party on their behalf, such as Citizens Advice; 

or 

 

 Put any other strategy in place as needed. 

Complainants hold the right to refer their complaint to their local MP. This would not make 
the individual a ‘serial’ or ‘persistent’ complainant.  
 
The school will not deny any individual access to information that they have a right to under 
the Education (Pupil Information) (England) Regulations 2005. 
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Stopping responding 

 
Clapham Terrace may stop responding to the complainant when all these factors are met: 
 

 We believe we have taken all reasonable steps to help address their concerns; 

 

 We have provided a clear statement of our position and their options; and 

 

 The complainant contacts us repeatedly, and we believe their intention is to cause 

disruption or inconvenience. 

Where we stop responding, we will inform the individual that we intend to do so.  We will also 
explain that we will still consider any new complaints they make. 
 
In response to any serious incident of aggression or violence, we will immediately inform the 
police and communicate our actions in writing.  This may include barring an individual from 
our school site. 

Complaint campaigns 

 
Occasionally, a school may become the focus of a complaint campaign and receive large 
volumes of complaints.  For the purpose of this policy, a complaint campaign is defined as a 
complaint from three or more separate individuals (whether or not connected with the school) 
which are all based on the same subject. 

Depending on the subject in question, Clapham Terrace may deviate from the procedure set 
out in this policy and would follow DfE recommendations. 
 

Where Clapham Terrace becomes the subject of a complaint campaign from complainants 
who are not connected with the school, a standard, single response will be published on the 
school’s website. 
 

If Clapham Terrace receives a large number of complaints about the same subject from 
complainants who are connected to the school, e.g. parents, each complainant will receive an 
individual response.  
 
If complainants remain dissatisfied with the school’s response, they will be directed to the DfE.  

Barring from school premises 

 
School premises are private property and therefore any individual can be barred from entering 
the premises.  
 
If an individual’s behaviour is cause for concern, the Headteacher can ask the individual to 
leave the premises. 
 
The Headteacher will complete an Anti-Social Behaviour Record documenting accurate 
details. 
 
The Headteacher will notify the parties involved in writing, explaining that their implied licence 
for access to the premises has been temporarily revoked and the reasons why, subject to any 
representations that the individual may wish to make.  
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Note: For any schools that contact Legal Services regarding this, they will write to the parents 
on the school’s behalf. 
 
The individual involved will be given the opportunity to formally express their views regarding 
the decision to bar them.  
 
This decision to bar will be reviewed by the chair of governors or a committee of governors, 
considering any discussions following the incident.  
 
If the decision is made to continue the bar, the individual will be contacted in writing, informing 
them of how long the bar will be in place, they will also be informed of when the decision will 
be reviewed. 
 
Anyone wishing to make a complaint regarding a barring order can do so in writing, including 
email, to the Headteacher or chair of governors.  
 
Once the school’s complaints procedure is completed, the only remaining avenue of appeal is 
through the Courts.  

Social Media  

 
For complaints to be resolved as quickly and fairly as possible, Clapham Terrace requests 
that complainants do not discuss complaints publicly via social media including, but not limited 
to, Facebook, WhatsApp and Twitter. Complaints will be dealt with confidentially for those 
involved, and Clapham Terrace expect complainants to also observe confidentiality. 

Safeguarding  

 
Wherever a complaint indicates that a child’s wellbeing or safety is at risk, Clapham Terrace 
is under a duty to report this immediately to the Local Authority. Any action taken will be in 
accordance with the school’s safeguarding policy which can be found on the school’s website. 

Parental responsibility  
 
Conflict between estranged parents over the application of parental responsibility is a common 
cause of complaints made to schools.  
 
Understanding and dealing with issues relating to parental responsibility contains specific 
advice about how to approach issues concerning parental responsibility. Clapham Terrace will 
adhere to this advice as well as following this policy. 

Complaints that Result in Staff Capability or Disciplinary 

If at any formal stage of a complaint it is determined that staff disciplinary or capability 
proceedings are necessary, the details of any action will remain confidential to the 
Headteacher and/or the individual’s line manager. The complainant is not entitled to participate 
in the process or receive any detail about the proceedings. 

Complaints about the Governors 

For Complaints against any member of the Governing Body the guidelines in Appendix 2 
should be followed. 

Timescales 

 

https://www.gov.uk/government/publications/dealing-with-issues-relating-to-parental-responsibility
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For Clapham Terrace to be able to investigate a complaint, the initial concern needs to be 
raised within 3 months of the incident or, where a series of associated incidents have occurred, 
within three months of the last of these incidents. If a concern / complaint relates to an incident 
older than this it will not be investigated or discussed further, other than in exceptional 
circumstances which would be entirely at the discretion of the Headteacher. 

What is meant by exceptional circumstances is where new evidence has come to light, where 
the complaint is of an especially serious matter or where there is reasonable justification for 
why the complainant has been unable to raise the complaint before this time. The Headteacher 
will review the situation and decide whether to enact the complaints procedure, informing the 
chair of governors of the decision. 

Complaints about our fulfilment of the Early Years requirements 

 
We will investigate all written complaints relating to the school’s fulfilment of the Early Years 
Foundation Stage requirements and notify the complainants of the outcome within 28 days of 
receiving the complaint. Clapham Terrace will keep a record of the complaint and make this 
available to Ofsted on request. 

Parents / carers can notify Ofsted if they believe that the school is not meeting the Early Years 
Foundation Stage requirements, by calling 0300 123 4234 or 0300 123 4666, or by emailing 
enquiries@ofsted.gov.uk. An online contact form is also available at 
https://www.gov.uk/government/organisations/ofsted#org-contacts. 

Timeframe for Formal Complaints 

 
Clapham Terrace will endeavour to abide by the timeframes stated but acknowledges that in 
some circumstances, this is not always possible due to the complexity of information needed 
to review a complaint or difficulties regarding an individual’s availability to deal with the 
complaint. If it becomes apparent that it is not possible to complete any stage of the complaints 
procedure within a given timeframe, the individual responsible for handling the complaint will 
contact the complainant as soon as possible and come to an agreed timeframe that works for 
all parties involved. 
All timescales refer to school working days, i.e. excluding weekends, school holidays etc. 

Complaints Received Outside of Term Time 

 
Clapham Terrace will consider complaints made outside of term time to have been received 
on the first school day after the holiday period. 

Withdrawal of a Complaint 

 
If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing. 

Record keeping and Confidentiality 
 
Clapham Terrace will record the progress of all complaints, including information about actions 
taken at all stages, the stage at which the complaint was resolved, and the final outcome.  The 
records will also include copies of letters and emails, and notes relating to meetings and 
telephone calls. 
 
The records will be treated as confidential and held securely on the school’s ICT system and 
will be viewed only by those investigating the complaint or on the CAP. 

mailto:enquiries@ofsted.gov.uk
https://www.gov.uk/government/organisations/ofsted#org-contacts
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This is except where the Secretary of State (or someone acting on their behalf) or the 
complainant requests access to records of a complaint through data protection or other 
legislation, or where the material must be made available during a school inspection. 
 
Records of complaints will be kept securely, only for as long as necessary and in line with data 
protection law, our privacy notices and records management policy / record retention 
schedule. 
 
The details of the complaint, including the names of individuals involved, will not be shared 
with the whole Governing Body, in case a Complaint Appeal Panel needs to be convened at 
a later point. 

Referring complaints on completion of the school’s procedure 

 
If the complainant is unsatisfied with the outcome of the school’s complaints procedure, they 
can refer their complaint to the School Complaints Unit (SCU), which investigates complaints 
relating to maintain schools on behalf of the Secretary of State. 
 
The SCU will not re-investigate the matter of the complaint.  It will look at whether the school’s 
complaints policy and any other relevant statutory policies that the school holds were adhered 
to.  The SCU also looks at whether the school’s statutory policies adhere to education 
legislation.  It may direct the school to re-investigate the complaint where it is clear the school 
has acted unlawfully or unreasonably. 

The Role of the Local Authority (LA)  

 
There is no further right of appeal to the Local Authority. 
 
In responding to complaints about schools the LA will explain to the complainant:  
 

 that schools are self-managing and are responsible for administering procedures that 
deal with complaints made against them  

 the appropriate procedures for their complaint and refer them to the Headteacher, 
Chair of Governors or Clerk as appropriate 

Transferring data  

 
Clapham Terrace will hold records of complaints separate to pupil records while a complaint 
is ongoing, so that access to these records can be maintained in circumstances in which the 
pupil (and therefore their educational record) transfers to a new school. 
 
Information that Clapham Terrace retains relating to a complaint will be stored securely and 
in line with the school’s Records Management Policy. 

Availability and Publishing our policy 

 
A copy of this policy will be published on the school website in accordance with the School 
Information (England) Regulations 2008. 

Reviewing and Monitoring Arrangements 

 
The Governing Body will monitor the effectiveness of the complaints procedure in ensuring 
that complaints are handled properly.  The Governing Body will track the number and nature 
of complaints, and review underlying issues as stated above. 
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The Governing Body will review any underlying issues raised by complaints with the 
Headteacher, where appropriate and respecting confidentiality, to determine whether there 
are any improvements that the school can make to its procedures or practices to help prevent 
similar events in the future. 
 
The complaints procedure will be reviewed every 2 years, considering the latest guidance 
issued by the DfE. 
 
Responsibility for reviewing the procedure belongs to a committee of the Governing Body, an 
individual governor or the Headteacher.  
 
Information gathered through reviewing the complaints procedure will be used to continuously 
improve and develop the process.  
 
The monitoring and reviewing of complaints will be used to help evaluate the school’s 
performance. 

Links with other policies 

 
Policies dealing with other forms of complaints include: 
 

 Child protection and safeguarding policy and procedures 

 Admissions policy 

 Exclusions policy 

 Staff grievance procedures 

 Staff disciplinary procedures 

 SEND policy and Information Report 

 Privacy notices       
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Appendix 1 Complaint Form  
 
Please complete and return to Julie Miles, Headteacher who will acknowledge receipt and 
explain what action will be taken. 

 

Your name: 
 

Pupil’s name (if relevant): 
 

Your relationship to the pupil (if relevant): 
 

Address: 
 
 
Postcode: 
 
Day time telephone number: 
 
Evening telephone number: 
 

Please give details of your complaint 
 
 
 
 
 
 
 
 
 
 

What action has been taken so far (including staff member who has dealt 
with it) or solutions offered: 
 
 
 
 
 
 
 
 
 

What actions do you feel might resolve the problem at this stage? What 
outcome are you expecting? 
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Are you attaching any paperwork? If so, please give details. 
 
 
 
 
 
 
 
 
 

Signature: 
 
 
Date: 

 

 
Official use 

 
Date acknowledgement sent: 
 

 
By who: 
 

 
Complaint referred to: 
 

 
Date: 
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Appendix 2 - Where the Complaint is about the Actions of an Individual Governor  

 
For complaints against the Chair of Governors, or any other individual governor, the 
Complainant should briefly outline the content of the complaint using the Complaint Form 
(appendix 1).  The Complaint Form should be sent to the Clerk, via the school office. 
 
The Clerk to Governors will acknowledge receipt of the complaint within 5 school days and 
initiate the process.  
 
A suitable skilled governor will be appointed to complete all the actions at Stage 2 - Formal 
Complaint. 
 
The appropriate governor will consider the complaint and write to advise the complainant of 
the outcome within 10 school days. There will be no further internal right of appeal for 
complaints against individual governors. 
 
If the complaint is:  

 jointly about the Chair and Vice Chair or 

 the entire Governing Body or 

 the majority of the Governing Body; 

Stage 2 - Formal Complaint will be considered by an independent investigator appointed by 
the Governing Body.  At the conclusion of their investigation, the independent investigator will 
provide a formal written response. 
  
The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions Clapham Terrace will take to resolve the complaint. 
 
Where the Complainant is unhappy about the decision the Chair of Governors or Investigating 
Governor has made about their complaint, this does not become a complaint about the Chair 
of Governors / Investigating Governor, however, the Complainant will be advised of their 
entitlement to take their original complaint to the next stage by writing to the Clerk to the 
Governing Body via the school office within 5 school days of receipt of the Stage 2 - Formal 
Complaint response and requesting that a Stage 4 - Complaint Appeal Panel  (CAP) is 
convened. 
 
Requests received outside of this time frame will only be considered if exceptional 
circumstances apply.   
 
A panel will be convened to complete all the actions at Stage 4 - Complaint Appeal Panel 
(CAP).  
 
An experienced governor will convene the CAP meeting which will comprise of:  
 

- Three members of the Governing Body.  
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Appendix 3 - Governor Complaint Appeal Panel Meeting Process 

 
Before the Complaint Appeal Panel Meeting 

 
A copy of the agenda together with the complaint and all papers should be sent to the 
Complaint Appeal Panel members at least 5 school days before the meeting.  
 
Each member must read the papers to check that they have no significant involvement with 
the case under consideration but should not discuss it with anyone else. If they need to 
withdraw from the panel, they should inform the Clerk immediately so that a substitute can be 
arranged. 
 
Practical Arrangements 
 
The tone of the meeting is often set by what happens when the complainant first arrives.  
Therefore, it is worth the Chair considering the following: 
 

 What time will participants be asked to arrive? 

 Who will greet participants when they arrive? 

 Will anyone wait with them? 

 Where will other people wait? (Separate rooms for complainants and school 

representatives is advisable). 

 Will there be any refreshments provided? 

 Where will the meeting take place? 

 How will the meeting room be arranged? (Small informal arrangements are usually 

best) 

 What route will the complainant and school representatives take to the meeting room? 

The Meeting 
 
The same rules apply as for other committee meetings of governors. For example, governors 
are not bound to accept tabled papers and may adjourn if they feel that they need time to 
consider an unexpected issue, including procedural issues. 
 
Panel Chair’s Role 
 
During the meeting 
 

 Take control of the meeting with confidence; use their judgement to move the meeting 

on when necessary and aim towards a resolution by coming to a conclusion on the 

written and oral evidence presented at the meeting. 

 Convey to all concerned that as Chair you are acting impartially by treating all 

participants fairly. 

 The complainant and the Headteacher (with their friends/advocates) should be invited 

into the room together and at the end of the meeting will be asked to leave together. 

 At the discretion of the Chair witnesses should be invited to join the meeting when their 

input is required and to leave immediately afterwards. 

 Having ascertained the names of all those waiting outside the meeting room, start the 

meeting by agreeing with the panel members who should be invited in to speak to the 

committee and in what order; at no time should the complainant, Headteacher or a 

witness be able to talk to panel members without both the complainant and 
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Headteacher being present; these arrangements may have to be modified if one or 

more of the parties have absented themselves from the meeting. 

 If witnesses are waiting, the Chair should try to ensure that they are called in due 

course if required or sent home early if it becomes apparent that they will not be seen. 

 Once the main participants have joined the meeting, explain the proceedings. 

 Begin to hear the complaint, being firm about keeping to the agenda and reminding 

participants as necessary about the procedure, e.g. if interruptions occur. 

 Bear in mind that all participants will be under stress; be fair and consistent in the 

treatment of all participants. 

Explaining the proceedings 
 

 Introduce the people around the table. 

 Confirm that everyone has a copy of the agenda and explain the meeting will follow 

the agenda. 

 Make it clear that although the meeting will be as informal as possible, it is intended to 

keep to the agenda to allow everyone to have a fair hearing. 

 Explain that the format is to allow the complainant to speak without interruption and 

then the Headteacher and Panel Members will be given the opportunity to ask any 

questions to clarify any issues raised; then the Headteacher’s response will be heard, 

again without interruption and there will be an opportunity for the Panel Members and 

the complainant to ask any questions about what has been said. 

 Indicate any time limits to adhere to. 

Concluding the discussion 
 

 It is important that all the participants feel that they have had every opportunity to be 

heard but if they are beginning to repeat themselves at the “further questions or points” 

stage, move the meeting on by proceeding to the summing up. The complainant and 

Headteacher should then be invited to sum up if they wish but if the issues are clear, 

formal summing up may not seem to be appropriate. 

 Confirm the arrangements for the participants to receive the decision of the meeting. 

 Write down the decision of the committee so this can be accurately recorded in the 

minutes. 

At the end of the Complaint Appeal Panel Meeting 
 

 The Chair will thank all parties for attending and advise that the Panel Members will 

now meet to review the evidence they have heard and read, and they will make their 

decision. 

 Confirm that both parties will receive a decision letter within 3 school days. 

 The chair will ask the Clerk to escort both parties out of the room, the complainant to 
reception and the school staff to the staff room / Headteacher’s office 

 
The Decision Letter  
 

 The Clerk to the Complaint Appeal Panel should send a copy of the decision letter to 

the complainant and Headteacher. 

 It is usual for all documents relating to a complaint to be kept confidential. 
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After the meeting 
 

 The chair of the Complaint Appeal Panel meeting should receive a copy of the notes 

/ minutes for confirmation and approval. 


