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The Belsteads School                 

 Complaints Policy and 

Procedure 
 



 

COMPLAINTS PROCEDURE 

Introduction 

We are proud of the quality of teaching and the pastoral care we provide to our pupils.  If a 

parent of care giver has cause for complaint, they can expect it to be treated by the School in 

accordance with this procedure. 

A parent, in relation to a child or young person, includes any person who is not a parent but 

who has parental responsibility, or who has care of the child. 

This procedure applies to the who school.  This procedure only applies to complaints by 

parents of current pupils and the parents of former pupils, if the complaint was initially raised 

whilst the pupil was registered at the School. 

This procedure does not apply to exclusions, to which the School’s Sanctions Policy refers.  

The School has separate grievance and whistleblowing policies to cover concerns that a 

member of staff may have. 

During the academic year a tremendous amount of work occurs which the pupils are involved 

in.  Much of this is completed without incident however, we do recognise that conflicts of 

interest, misunderstandings and disagreements will occur between pupils, staff and parents.  

As soon as an incident arises we deal with the issues fairly and promptly.  Many issues can 

be resolved swiftly however, if a parent does have cause for complaint, they can expect to be 

treated by the School in accordance with this Policy.  Parents can expect for a complaint to 

be dealt with sensitively and with no adverse effect on the child. 

Note: There are separate procedures which apply in the event that a Child Protection issues 

arises (Safeguarding (Child Protection) Policy).  If there are any concerns about the safety of 

a child these should be notified immediately to the Safeguarding Lead, in this instance the 

Head Teacher.  Concerns should be followed up in writing once raised. 

All complaints, are recorded by whoever received them and recorded on a central system. 

If an anonymous complaint raises child protection issues, then the complaint will be referred 

immediately to the Local Authority. If an anonymous complaint is received, or the complainant 

requests anonymity, then the complainant will be urged to identify themselves in the interests 

of fairness and of dealing effectively with the complaint. However, if the anonymous complaint 

is of a sufficiently serious nature then the Head teacher will decide whether action is 

appropriate. 

There may be occasions when it is necessary or reasonable to deviate from this complaints 

procedure.  If this is reasonable or justified, Parent will be notified. 

CONCERNS AND COMPLAINTS – Definition 

A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to 

be important for which reassurances are sought’.  

A complaint may be generally defined as ‘an expression of dissatisfaction however made, 

about actions taken or a lack of action’. 

 

COMPLAINTS PROCEDURE  

The following are the key stages of our complaints procedure 

Stage 1 – an informal discussion 
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Stage 2 – referral to the Head teacher 

Stage 3 – independent review 

Stage 4 – referral to the Secretary of State for Education 

If the complaint is one that may result in disciplinary or legal action against the Head teacher, 

or the complaint is regarding the Head teacher, then the complaint should immediately be 

escalated to Stage 3.   If not resolved at this stage it will be escalated to the independent 

review.   

 
Stage 1 (informal Resolution)  
 
The Belsteads School take all informal concerns seriously and endeavour to resolve these at 

the earliest stage.  The experience of the first contact between the complainant and the school 

can be crucial in determining whether the concern / complaint will escalate. 

Initial concerns 
▪ All staff will make every effort to resolve problems informally. They will make sure that 

they understand what the complainant feels went wrong, and they will explain their 
own actions.  

▪ The Belsteads School will respect the views of the complainant who indicates that 
he/she would have difficulty discussing a concern / complaint with a particular member 
of staff, and alternative arrangements will be made.  

▪ Similarly, if the member of staff directly involved feels too compromised to deal with a 
concern / complaint, consideration will be given to referring the complainant to another 
staff member. The member of staff may be more senior.  It is acknowledged that the 
ability to consider the concern / complaint objectively and impartially is crucial.   

 
Stage 2 – Head Teacher (Informal Resolution)  
 
If a complainant feels that a concern has not been solved through discussion with the class 

teacher, or that it is of a sufficiently serious nature, then an appointment to discuss it with the 

Head teacher should be made, indicating that the appointment is regarding a complaint. 

If the Head teacher cannot resolve the complaint at the initial meeting, then the school may 

carry out an investigation of the complaint. It will be the Head teacher’s responsibility to decide 

who should conduct the investigation. This may be the Head teacher or a member of the 

Governing Body, especially if there is the likelihood of a personnel issue emerging from the 

investigation. 

The investigation will be completed within 10 school days and a follow on meeting held with 

the complainant to discuss the results of the investigation. Further meetings may be held as 

required if both parties agree that the complaint may be resolved by subsequent meetings, 

whilst still at the informal level. 

Most complaints can be resolved at this stage. 
 

The Head teacher will make written notes of any informal complaint. The notes will include 

details of the complaint, how it was dealt with, by whom and the outcome. In the event of the 

complaint proceeding to the formal stage, these notes will be made available to the 

Director/Proprietor. 

If discussions between the Head teacher and the Complainant cannot resolve the issue to the 

Complainant's satisfaction, then the Head teacher will advise the Complainant that they may 

make a formal complaint to the Chair of Governors within 20 school days. 



Stage 3 – Panel Hearing (Formal) 
 
If parents seek to invoke this stage, they will be referred to the Chairman of Governors, who 
will convene a complaints panel within 7 working days.  They will seek to hold a hearing within 
15 working days following receipt of the request. 
 
A complaints panel hearing is to consider elements of the Stage 2 response to a parent’s 
complaint, if the parent remains dissatisfied.  The panel is not obliged to consider any new 
complaints which were not previously raised. 
 
A request for stage 3 hearing must be made in writing addressed to the Chairman of 
Governors.  This process can only start once stage 2 has been completed.  When writing you 
must provide: 
 

• A copy of any relevant documents 

• Your full contact details 

• Details of all grounds of the complaint and the outcome desired 

• A list of any documents you believe may be in the school’s possession which you wish 
the panel to consider 

• Confirmation as to whether you wish to be accompanied at the Hearing and the name 
of the person attending with you (this can be provided the day prior to the hearing) 

 
The Chair of Governors will acknowledge, in writing within 5 working days of receipt, the 
request for a Hearing.  Prior to a hearing date a Complaints Panel will meet to consider the 
information provided and may be able to address the complaint without the need for a formal 
hearing.  The Complaints Panel will be appointed by the Chair of Governors.  If it is not possible 
to address the complaint, then the process will move to a hearing. 
 
If the Complaints Panel deems it necessary, it may require further particulars of the complaint 
which would need to be supplied prior to a hearing date.  If this is necessary, then all further 
documents must be provided no less than 3 days prior to the hearing date. 
 

• The Parent (s) may be accompanied to the Hearing by one other person.  This may be 
a friend, teacher or relative.  Legal representation will not normally be appropriate. 

• The Chair of the panel may adjourn the hearing, if they consider it appropriate to do so 

• After due consideration of all of the facts considered relevant, the Panel will reach a 
decision which may result in recommendations being made.  Notification of the 
decision of the Panel will be made in writing to the parents no later than 7 working days 
after the hearing date.  The letter will detail the decision of the panel.  The decision of 
the Complaint’s Panel is final. 

• Details of the findings and any recommendations (if any) will be sent to the parents, 
Head Teacher, the Governor’s and if appropriate the person complained of. 

 
If at any time, prior to the hearing date, a parent is satisfied that the complaint has been 
resolved they should notify the Chair of Governor’s in writing.  Failure to do so will result in the 
hearing proceeding. 
 
If the parent fails to attend the hearing, the panel will continue with the hearing and issue 
findings on the substance of the complaint, thereby bringing the matter to conclusion.  
 
Stage 4 – Referral to the Secretary of State for Education 

Complaints about The Belsteads School are almost always settled within the school, but in 

exceptional cases it may be necessary to refer the problem to an outside body independent 

of the school.  
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If the complainant remains dissatisfied with the response by the Complaints Panel, they have 

the right to refer the matter to the Secretary of State for Education and Skills.  Details as 

follows:  

Secretary of State for Education 
Department for Education 
Sanctuary Buildings 
Great Smith Street 
London 
SW1P 3BT 
 

Note: The records created in accordance with this Process may contain personal data.  We 
have Privacy Notices which explain how the School will use personal data about pupils and 
parents.  The Privacy Policy is published on the school’s web site.  In addition, staff must 
ensure that they follow the School’s Data Protection Policies and Procedures when handling 
data in connection with this process.  
 
WHAT IS NOT COVERED BY THIS COMPLAINTS POLICY  
 

▪ Complaints about the national curriculum entitlement and collective worship  
▪ Student admissions  
▪ Exclusions  
▪ Issues relating to child protection  
▪ Employee grievances/disciplinary/dismissal  
▪ Criminal investigations  
▪ Grievance procedure 
▪ Complaints of financial improprieties or other criminal activities will be dealt with 

through our Whistleblowing Policy, if raised by staff 
 
MONITORING & REVIEW 
 
 Policy for Unreasonable Complainants     
 
The Belsteads School is committed to dealing with all complaints fairly and impartially, and to 

providing a high quality service to those who complain. We will not normally limit the contact 

complainants have with the school. However, we do not expect our staff to tolerate 

unacceptable behaviour and will take action to protect staff from that behaviour, including that 

which is abusive, offensive or threatening.  

The Belsteads School defines unreasonable complainants as ‘those who, because of the 

frequency or nature of their contacts with the school, hinder our consideration of their or other 

people’s complaints’.  

A complaint may be regarded as unreasonable when the person making the complaint: 

▪ refuses to articulate their complaint or specify the grounds of a complaint or the 
outcomes sought by raising the complaint, despite offers of assistance;  

▪ refuses to co-operate with the complaints investigation process while still wishing their 
complaint to be resolved;  

▪ refuses to accept that certain issues are not within the scope of a complaints 
procedure;  

▪ insists on the complaint being dealt with in ways which are incompatible with the 
adopted complaints procedure or with good practice;  

▪ introduces trivial or irrelevant information which the complainant expects to be taken 
into account and commented on, or raises large numbers of detailed but unimportant 



questions, and insists they are fully answered, often immediately and to their own 
timescales;  

▪ makes unjustified complaints about staff who are trying to deal with the issues, and 
seeks to have them replaced;  

▪ changes the basis of the complaint as the investigation proceeds;  

▪ repeatedly makes the same complaint (despite previous investigations or responses 
concluding that the complaint is groundless or has been addressed);  

▪ refuses to accept the findings of the investigation into that complaint where the school’s 
complaint procedure has been fully and properly implemented and completed including 
referral to the Department for Education;  

▪ seeks an unrealistic outcome;  

▪ makes excessive demands on school time by frequent, lengthy, complicated and 
stressful contact with staff regarding the complaint in person, in writing, by email and 
by telephone while the complaint is being dealt with.  

 
A complaint may also be considered unreasonable if the person making the complaint does 

so either face-to-face, by telephone or in writing or electronically: 

▪ maliciously;  

▪ aggressively;  

▪ using threats, intimidation or violence;  

▪ using abusive, offensive or discriminatory language;  

▪ knowing it to be false;  

▪ using falsified information;  

▪ publishing unacceptable information in a variety of media such as in social media 
websites and newspapers.  

 
Complainants should limit the numbers of communications with a school while a complaint is 
being progressed. It is not helpful if repeated correspondence is sent (either by letter, phone, 
email or text) as it could delay the outcome being reached.  
 
Whenever possible, the head teacher will discuss any concerns with the complainant 
informally before applying an ‘unreasonable’ marking.  
 
If the behaviour continues the head teacher will write to the complainant explaining that their 
behaviour is unreasonable and asking them to change it. For complainants who excessively 
contact The Belsteads School causing a significant level of disruption, we may specify 
methods of communication and limit the number of contacts in a communication plan. This will 
usually be reviewed after 6 months.  
 
In response to any serious incident of aggression or violence, the concerns and actions taken 
will be put in writing immediately and the police informed. This may include banning an 
individual from The Belsteads School.   
 

 


