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1 Policy Statement 

 Whilst we hope that you will never have cause for complaint, issues may come to your attention that need to be 
addressed.  
 
The following types of complaints about education are dealt with in different ways. There are special 
arrangements under the Education Acts if you want to appeal or complain about: 
 
• admission to schools  
• exclusion from school  
• school re-organisation proposals  
• special education provision  
• religious education and collective worship  
• national curriculum issues 
 
Concerns about allegations of child abuse are dealt with through Child Protection (safeguarding) Procedures and 
the School’s Disciplinary Procedure.  
Complaints linked to racism are covered in this procedure but the school will follow additional guidance linked to 
the Single Equality Policy.  
Confidentiality is important in securing the confidence of all concerned. Conversations and correspondence will 
be treated with discretion. It is vital that you understand that a complaint will not disadvantage your child, 
although some information may have to be shared to carry out a thorough investigation 
 

2 Who does this policy apply to? 

 Parents and Carers of NSG Students 

3 Who is responsible for carrying out this policy? 

 The Headteacher (or nominated member of staff) 
The Chair of Governors (if the complaint is against the Headteacher) 

  

4 What are the principles behind the policy? 

 We know that most concerns can be resolved easily by talking to staff at the school. We strongly recommend 
that you contact your child’s tutor in the first instance; this is the member of staff who knows your child best. 
Sometimes you may wish to raise a more formal complaint. There are three stages involved in raising concerns 
or making a complaint. 
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5 Procedures (standards) 

  
Stage 1 - Informal Stage  
It is important that you contact the school first with your concerns and talk to a Head of Learning Community or 
member of the Senior Leadership Team. Most problems can be sorted out in this way easily and informally.  
 
Stage 2 - Formal Stage 
If you are still unhappy the next stage is to raise a formal complaint by writing to: the Headteacher or if the 
complaint is about the Headteacher to the Chair of the Governing Body. The Headteacher (or nominated 
member of staff), or the Chair of Governors in complaints about the Headteacher will investigate your complaint. 
After they have looked into the issue, you may be asked to meet with them or you may get a letter explaining 
the school's response.  
 
Stage 3 - Panel Hearing  
If you are still unhappy after raising the complaint in Stage 2, you would need to inform the Chair of Governors in 
writing and request a hearing. The school's complaints procedures may offer the opportunity for your complaint 
to be heard by a panel consisting of at least 3 people including one member who is independent of the 
management and running of the school.  
 
You will be asked to provide information for the panel to explain your case. The Clerk, a member of the panel, or 
their legal representative may contact you in advance of the hearing to gather more information. The panel will 
consider your evidence, and that of the Headteacher, and will inform you in writing of their decision. 
 
 
 
If the investigation of a complaint shows that it is justified, then the school will consider how to make amends in 
an appropriate way.  
 
All complaints are recorded and monitored to identify issues and allow any lessons to be learned by the school. 
Individual Governors are not responsible for looking into complaints at the informal and formal stages generally 
this is to avoid prejudicing their potential involvement at any future panel hearing.  
 
Where individual Governors are approached by parents they should refer the complainant to the school’s 
complaints procedure, making the necessary introduction to a member of staff or Headteacher if appropriate. 
  
It is the school's policy not to respond to anonymous complaints.  
 
All staff and governors likely to be involved in the complaints procedure system receive suitable training 
annually. 

Please note that this information is a summary of the complaint’s procedure. Further information is available 
from the school on request. Any parent/carer submitting a complaint under the formal stage of the policy will be 
sent a copy of the full procedure as part of the response to the complaint. 

 

6 Policy Review 

 6.1 This policy will be monitored as part of the Academy’s annual internal review and reviewed on a three-year 
cycle or as required by legislature changes.  
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7 Detailed information of procedures for Parents/Carers 

  
Stage 1 – INFORMAL STAGE  

The vast majority of concerns and complaints can be resolved informally, often straight away by the Tutor, Head 
of Year or Subject Leader. Sometimes you may approach the Head of Learning Community, or another member 
of SLT. Concerns may be raised in person, by telephone or in writing. You may wish to have someone to 
accompany you or act on your behalf.  

PROCEDURE  

1. The member of staff first contacted will decide whether to deal with the matter themselves or refer the 
matter to the Headteacher or another appropriate member of staff. The member of staff will record the name, 
date and contact details of the complainant.  

2. Once a concern or complaint is received, the member of staff dealing with the complaint will offer you an 
opportunity to have an informal discussion about your concerns. This discussion will help us to clarify the nature 
of your concern and the kind of outcome that you are seeking. This should occur within three school days where 
possible.  

3. The member of staff dealing with the complaint should make sure that you are clear about what will happen 
next (if anything). This should be put in writing if it seems the best way of making the next steps or outcome 
clear.  

4. If no satisfactory solution has been found, you should be informed about how you should proceed if you wish 
to take the complaint further. You should also be informed of any advice and support that may be available.  

5. If the concern relates to the Headteacher and the parent feels unable to raise it with the Headteacher they 
should contact the Chair of Governors via the Clerk to the Governors at the school address. In this event the 
same procedure is followed as described above except the Chair of Governors or allocated governor will take the 
lead.  

Stage 2 - FORMAL STAGE  

The Headteacher will determine who has responsibility for responding to a formal complaint, including the 
decision about her own involvement at various stages. 

PROCEDURE  

1. In order to pursue a formal complaint at Stage Two you will be asked to put your complaint and desired 
outcome in writing to the Headteacher. The Headteacher should acknowledge the complaint orally or in writing 
within three school days of receipt giving a brief explanation of the complaints procedures and a target date for 
providing a response. Ideally, this should be within ten school days. If it is not possible to deal with the matter in 
this time, you will be informed of when it is likely to be concluded. Please note that the Chair of Governors is not 
in attendance at the school and so complaints addressed to them may take up to one week to be received.  

2. The Headteacher may offer an opportunity for you to meet her or a designated member of staff. You may, if 
you wish, be accompanied by a friend or relative who can speak on your behalf. Interpreting facilities will be 
made available if required. 
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3. Where necessary, the Headteacher will arrange for witnesses to be interviewed and statements taken from 
those involved. If necessary students will be interviewed with the parent/carer present or with a senior member 
of staff with whom the student feels comfortable.  

4. Written records of meetings, telephone conversations and other documentation will be made and kept. 

5. Once all the relevant facts have been established, the Headteacher (or designated member of staff) will either 
write to you or arrange a meeting to discuss or resolve the matter. This meeting will be followed up with a letter 
summarising the outcome of the meeting. You will be advised in this letter that if you remain unhappy with the 
outcome, that you may appeal to a panel of Governors. This is expected within two weeks of receiving the letter 
detailing the outcome of the complaint.  

6. If the complaint relates to the Headteacher the procedure is followed as described above except the Chair of 
Governors will take the lead.  

Stage 3 – PANEL HEARING  

The aim of the appeal to a panel hearing is to resolve the complaint and achieve reconciliation. However, it may 
only be possible to establish the facts of a situation and make recommendations about future action.  

The panel for any hearing will be formed of 3 people. This group is impartial and independent of complaint thus 
far. These panel members will have one member who will not be of the school. An example of this may be a 
governor from another neighboring school.  

PROCEDURE  

Upon receipt of a written request from the complainant for the complaint to proceed to Stage Three, the 
following procedure should be followed.  

1. In order to pursue a formal complaint at Stage Three you will be asked to put your complaint in writing to the 
Chair of Governors, via the Clerk to the Governors at the school’s address.  

2. The Clerk to the Governors will write acknowledging receipt of the written request, within 15 school days of 
receipt, informing the complainant that it will be heard by a Complaints Panel.  

3. The Clerk will contact you to request your written evidence. This will be presented to the complaints 
committee and their legal representative in advance of the hearing. Should there be any additional information 
required by the committee, the Clerk, a member of the committee or their legal representative will contact you 
to ask for this. The Clerk will convene the meeting of the complaints panel at a time that is convenient for the 
panel members and their legal representative. At least 5 school days’ notice will be given.  

4. The Headteacher will be invited by the Clerk to submit a written report for the committee in response to the 
complaint. The Headteacher may also invite any other members of staff directly involved in matters raised by the 
complainant to respond in writing to the complaint.  

5. The Complaints Panel will thoroughly review the submitted evidence and make a decision or judgement. This 
process will include making a judgement about the validity of the complaint; appropriate action to be taken by 
the school and/or the parent; and where appropriate, recommendations on changes to the school’s systems or 
procedures to ensure similar problems do not arise in the future.  
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6. At the conclusion of the representations and questions, all except for the Panel and any advisers will withdraw 
and the panel will consider the evidence and make a decision or judgement. This process will include making a 
judgement about the validity of the complaint; appropriate action to be taken by the school and/or the parent; 
and where appropriate, recommendations on changes to the school’s systems or procedures to ensure similar 
problems do not arise in the future.  

7. The Chair of the panel will write to both parties with the decision / judgement within five school days of the 
hearing.  

8. The school should ensure that a copy of all correspondence and notes is kept confidentially on file in the 
school. This will be separate from pupils’ personal records.  

9. The broad outcomes recommended by the panel can be reported to the next full Governing Body or 
appropriate committee with the identity of all those taking part kept confidential. The Governing Body will 
monitor implementation of the recommendations. 

 


