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  Policies and Procedures 

Title:  Complaints Policy 

Associated Policies:  Persistent Complaints Policy 
 

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. 
 

5 Procedures (standards) 

  
5.1  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.  
 
5.2  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.  
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5.3  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.  
 
5.4  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. 
 
 
5.5  If the investigation of a complaint shows that it is justified, then the school will consider how to make 
amends in an appropriate way.  
 
5.6  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.  
 
5.7  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. 
  
5.8  It is the school's policy not to respond to anonymous complaints.  
 
5.9  All staff and governors likely to be involved in the complaints procedure system receive suitable training 
annually. 

5.10  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.  

                                                                                   


