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ST KEYNA PRIMARY SCHOOL 
COMPLAINTS POLICY 

 
Introduction 
 
At St Keyna Primary School we are committed to providing a stimulating, broad             
and balanced education in a safe and secure setting for every child. We are an               
inclusive school and aim for the highest achievement for every child           
irrespective of gender, race, disability, or special educational need. We strive           
to avoid discrimination against any child or member of staff or other adult on              
any of the above grounds or because of sexual orientation, religion or age. We              
promote positive relationships through the whole school team, including parents          
and carers as co-educators of the pupils. 
 
Complaints against the school can take many forms. They may be to do with              
actions of members of staff or policies of the Governing Body. The procedures             
are designed to ensure that parents and others feel free to express their             
concerns confident that the matter will be given careful consideration and will            
be dealt with fairly and honestly. We will provide sufficient opportunity for a             
complaint to be fully discussed, and aim to resolve it through open dialogue             
and mutual understanding. The procedures are in line with the advice given by             
the Local Authority (LA) and the Department for Education. 
 
To ensure that everyone is aware of the school's procedures for making a             
complaint and how to obtain a copy of them. This policy will be advertised in the                
school prospectus, on the school website, at new pupil induction sessions, in            
school newsletters, on parent notice boards. 
 
Actions before making a complaint 
 
The complaints procedure is not intended to replace the normal informal           
discussions that take place between parent/carers, staff and the Headteacher          
about problems and concerns as they arise.  Most issues can and should be  
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resolved through this dialogue. These concerns might include such matters as           
your child’s work or progress, relations with staff, relations with other pupils            
including bullying, or your child’s personal welfare. 
 
The first point of contact regarding concerns should always be the class            
teacher. Appointments can be made to see the class teacher by contacting the             
school office. 

 
When meeting with the teacher to raise your concerns, please be patient, the             
teacher may need time to perform an investigation or to put corrective            
measures in place and then determine their effectiveness. This informal stage           
may require several discussions to reach a conclusion satisfactory to all parties. 
 
If you feel a concern has not been resolved through discussions with the             
teacher, or it is of a sufficiently serious nature, then an appointment should be              
made with the headteacher to discuss the matter. You should indicate that            
the appointment is regarding a complaint. 
 
General Principles 
 
We will apply the following principles to any complaint: 
 
● be impartial, fair, open and honest when dealing with any complaint 
● respect people’s desires for confidentiality 
● responses to any complaint will be prompt (timescale guidelines are          

detailed below) 
● maintain lines of communication and empathy so that where possible, the           

issue can be resolved through dialogue and mutual understanding 
● address all the points at issue, and to provide an effective response and if              

appropriate, redress 
● provide information to the school’s senior management team so that services           

can be improved if appropriate 
● be sensitive to the possibility that an outside agency could support the            

family if so requested 
 
Individual Governors cannot act unilaterally by investigating a complaint or          
making any judgement about it. In accordance with this policy, the Governor can             
only refer you to the teacher, the headteacher or the Chair of Governors as              
appropriate. 
 
It is important that the steps are followed in the complaints procedure. The             
Local Authority is no longer able to deal with complaints and if the complaint is  
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referred to the Secretary of State before the formal school procedures are            
exhausted, it will result in you being referred back to the school’s procedure. 
 
Timeliness 
 
We would normally expect complaints to be made as soon as possible after 
an incident arises and not normally later than three months. 
 
Where it is not possible to respond to your complaint with the expected 
guidelines you will be informed in writing of the reason for the delay and 
given an anticipated response time. 
 
Referral of Complaints 
 
The majority of formal complaints against the School will fall within the remit             
of the Head or Governors to consider. However, there are five categories of             
complaint which the Local Authority (LA) has responsibility for, not the           
Governing Body.  A list of contacts is given at the end of this policy. 
 
1. Admission to the school 

 
If a parent is unsuccessful in an application for a place in St. Keyna Primary               
School, there is a right to appeal to an Independent Appeals Panel. Parents will              
be informed of how to make their appeal when they are notified their             
application has been unsuccessful. 
 
2. Failure to assess a child's special educational needs 
 
If a parent formally requests the LA to carry out an education, health and care               
needs statutory assessment in accordance with section 36 of the Children and            
Families Act 2014, the LA must comply with that request unless it concludes             
that statutory assessment is not necessary. Parents will be notified and given            
full details of how to appeal to the Special Educational Needs Tribunal against             
the LA’s decision. In such cases the appeal is against the LA, not the school               
itself. 
 
3. The Exclusion of children  
 
Only headteachers have the power to exclude a pupil from school for either a              
fixed period of time or permanently; exclusions must be for disciplinary           
reasons. Informal or unofficial exclusions are illegal regardless of whether          
they occur with the agreement of the parents and carers. Any exclusion, even             
for a short period, must be recorded officially and parents must be informed in  
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writing. If parents are not in agreement with the decision of the Headteacher             
to exclude, they can appeal to the Governing Body which has a duty to consider               
parents representations. Information on the procedures to follow can be found           
in the statutory guidance issued by the Department for Education. In the event             
of a permanent exclusion parents have the right to make a further appeal to an               
Independent Review Panel. 
 
Parents can seek advice from the SEND Partnership Service telephone 01225           
394382 or the Coram Children’s Legal Centre telephone 0300 330 5485.  
 
4.  Child protection related issues or allegations of child abuse 
 
5. Any complaint about the conduct of the Governing Body in discharging their             
duties or with regard to proper governance and management of the school. 
 
NB If your complaint could involve disciplinary action against a member of staff,             
the Governors should follow the procedures in the Staff Discipline Policy which            
has procedures set out by the LA. If this situation arises, the Chair of              
Governors will inform you of the procedures to be followed. 
 
In all other situations the Governors will follow the procedures outlined in the 
attached appendices. 
 
Stage 1  (Informal) Discussions with the class teacher 
 
If you have a concern, the first person to approach is the child's class teacher               
unless they or the headteacher are the subject of the complaint. It is best to               
agree a time and place to discuss your concerns in peace rather than a time               
when the teacher may be surrounded by children and/or parents. Most matters            
can be sorted in this informal way by a frank and open discussion, free from               
distraction. The staff work very hard to ensure that your child is happy at              
school and is making good progress; they always want to know if there is a               
problem so that they can take action before that progress is seriously affected. 
 
If necessary, the member of staff will refer you to a member of the Senior               
Leadership team. 
 
Where the first approach is made to a governor, the governor will refer you to 
the appropriate person and advise you of the process. 

 
This stage of the procedure should normally be completed within two school            

weeks. 
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Stage 2  (Formal)  
 
If your complaint has not been resolved through informal discussion, or is            
considered to be of a sufficiently serious nature, then it will be investigated             
through the formal stage of the policy ie Stage 2.  This will either involve: 
 
A. Investigation by the Headteacher (where the Headteacher is not part of, or             
the subject of the complaint). The Headteacher may delegate the investigation           
to another member of staff but not the decision on the action being taken 
or 
B. Investigation by the Governors (where the Headteacher is part of, or the             
subject of the complaint). Where the complaint involves the Headteacher then           
the complaint can be referred to the Chair of Governors who will decide             
whether it should be investigated by two governors at this stage. Where the             
complaint is about an individual governor, then the complaint should be           
addressed to the Clerk to the Governors.  
 
You should set out your complaint in writing explaining: 
a  The precise nature of the complaint, and; 
b  What you consider should be done to resolve the matter 
 
A form for submitting your complaint is attached to this policy as Annex 1. We               
will acknowledge receipt of your complaint within 5 school days. We will arrange             
to meet you to explore your complaint and what can be done to resolve matters.               
You can be accompanied by a friend at this meeting. Notes will be taken of our                
discussions and you will receive a copy. Care will be taken in identifying an              
appropriate clerk. This will normally be the Clerk to the Governors, however it             
may be appropriate for a member of staff such as the school secretary to              
act in this capacity.  
 
If we are unable to resolve your complaint at an initial meeting, then the school               
may carry out an investigation. 
 
Please note it may be necessary to suspend the complaints procedure which            
indicates there may be a need for a disciplinary investigation in respect of a              
member of staff or that child protection procedures need to be followed.            
Advice will be sought from the Local Authority. In these circumstances, you will             
be informed that the complaints procedure has been suspended and the likely            
timeframe for its reactivation. 
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On completion of this Stage 2 investigation, when all relevant persons have been             
given the opportunity to give their response, we will send you a formal written              
outcome. 
 

Consideration and investigation of a complaint at stage 2 should normally           
take four to six weeks. 

 
 
Stage 3  (Formal) Appeal to the Governors  
 
If you consider your complaint remains unresolved, you should write to the Chair             
of Governors, setting out the reasons for your appeal, within 10 school days of              
receiving the outcome of the investigation at Stage 2.  
 
When a formal complaint is received by the Chair of Governors, a letter of              
acknowledgement will be sent to you within 5 school days to confirm the appeal              
process. 
 
Two or three Governors will be identified to consider your appeal and make a              
decision about it on behalf of the Governing Body. The Governors appointed will             
have had no previous involvement in the complaint or will have no conflict of              
interest. 
 

NB the following section has been removed from the model policy and            
replaced with the section above.  [When a formal complaint is received by the             

Chair of Governors, a letter of acknowledgement and a request for written            
evidence will be sent to you within 5 school days. All other parties to the               
complaint will receive a letter outlining the complaint and requesting written           
evidence. The letters will detail the Governors involved in the Complaints Panel            
and the nominated Chair. Any written evidence should be sent to the nominated             
Chair of the Complaints Panel. 
 
The Chair of Governors will nominate a panel of two or three Governors to              
investigate your complaint and make a decision on behalf of the governing body.             
The Governors appointed will have had no previous involvement in the complaint            
or will have no conflict of interest. Following the investigation by the Governors             
you will be sent a formal response informing you of their decision. 
 
This investigation will normally be completed within a maximum of six weeks.] 
 
 
 
 

St Keyna Primary Complaints Policy 2016                                                            Page 6 



The primary purpose of the appeal is to understand your ongoing concerns and             
to consider the investigative process carried out at Stage 2 of this policy.             
Consideration will be given to the rigour and fairness of the process ie: 
 

● were you given the time and opportunity to clarify your complaint and            
explain the outcome you were looking for? 

● was the complaints policy applied appropriately in relation to your          
specific complaint? 

● did relevant interviews take place of those individuals involved to ensure           
a thorough understanding of all relevant issues? 

● was there a review of relevant school procedures and correspondence? 
● are conclusions and recommendations reasonable and do they flow from          

the evidence for facts arising from the investigation? 
 
The Governors will be determining one of the following outcomes: 
 

● Confirmation of the conclusions at stage 2 on the basis of evidence            
indicating a full and fair investigation and outcome 

● Identification of some procedural anomalies but confirmation that the         
overall conclusion was sound  

● Identification of significant flaws in the investigation process which         
might lead to alternative conclusions and proposed remedies 

 
The appeal process is not a hearing where all parties are present.  This 
process is normally a review by the nominated Governors who will consider 
written evidence from the previous stages. There will only be a re-investigation 
when the Governors consider there are major flaws in the previous process 
necessitating this action. 
 
The decision reached by the Governors will be notified to you and other             
relevant parties in writing.  
 

This stage will normally be completed within 2 to 3 weeks of receiving the              
appeal. 

 
Stage 4 Complaint to the Secretary of State 
 
If you have followed our complaints policy but still consider your complaint has             
not been appropriately resolved then you can take your complaint to the            
Secretary of State for Education. 
 
Any appeals to the Secretary of State should be made in writing to: 
 
The School Complaints Unit (SCU) 
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Department for Education 
2nd floor, Piccadilly Gate 
Manchester 
M1 2WD 
 
The SCU will not consider an appeal unless the complaint has exhausted the 
local procedures.  SCU will examine if the complaints policy and any other 
relevant policies were followed in accordance with the provisions set out.  SCU 
also examines policies to determine if they adhere to education legislation. 
However, the department will not re-investigate the substance of the complaint. 
This remains the responsibility of the school. 
 
If legislative or policy breaches are found, SCU will report them to us and to 
you and where necessary, require remedial action to be taken. 
 
Vexatious Complaints 
 
However, there will be occasions when, despite all stages of the procedures            
having been followed, the complainant remains dissatisfied. If the complainant          
tries to reopen the same issue, the chair of the Governing Body is able to               
inform them in writing that the procedure has been exhausted and that the             
matter is now closed. If the complainant writes again on the same issue, then              
the correspondence may be recognised as vexatious and there will be no            
obligation on the part of the school to respond. 
 
Monitoring and review 
 
The Governors monitor the complaints procedures in order to ensure that all            
complaints are handled properly. The Headteacher logs all complaints and          
records how they were resolved. The Chair of Governors will examine this log             
annually and report any trends to the governing body. 
 
This policy will be reviewed in Autumn 2016 unless there is legislation that             
requires a sooner review. 
 
 
If you require this policy in another format e.g. large print, Braille, audio tape, 
or in a different home language, please contact the school office. 
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Annex 1 - St Keyna Primary Complaint Form 

Please complete and return to ………………………….. who will acknowledge receipt and 
explain what action will be taken. 
 

Your name: 
 
 
Pupil’s name: 
 
Your relationship to the pupil: 
 
Address: 
 
 
 
Postcode: 
Day time telephone number: 
Evening telephone number: 
 
Please give details of your complaint. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
What action, if any, have you already taken to try and resolve your complaint. 
(Who did you speak to and what was the response)? 
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What actions do you feel might resolve the problem at this stage? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
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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Annex 2  Contact Details for complaints for which the Local Authority People 
and Communities Directorate has responsibility 
 
Admission to the school 
Officer in charge, Admissions & Transport 
Admissions & Transport Unit 
Bath & North East Somerset Council, 
Lewis House 
Manvers Street 
Bath BA1 1JG 
 
Tel. 01225 394312 
E Mail Admissions_Transport@bathnes.gov.uk 
 
Statutory Assessment of special educational needs 
Statutory Special Educational Needs Manager 
Statutory Special Educational Needs Service 
Bath & North East Somerset Council 
Lewis House 
Manvers Street 
Bath BA1 1JG 
 
Tel. 01225 394306 
 
Exclusion of pupils from the school 
Officer in Charge, Children Missing Education 
Children Missing Education Team Exclusion 
Bath & North East Somerset Council 
Lewis House 
Manvers Street 
Bath BA1 1JG 
 
Tel. 01225 394241 
exclusions@bathnes.gov.uk 
 
Child protection related issues or allegations of child abuse 
Head of Safeguarding Assurance and Quality 
Strategy and Commissioning 
Bath and North East Somerset Council 
Lewis House 
Manvers Street 
Bath BA1 1JG 
 
Tel 01225 396974 
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Any complaint about the action of the Governing Body 
Head of Governor Services 
Governor Services 
Bath and North East Somerset Council 
Lewis House 
Manvers Street 
Bath BA1 1JG 
 
Tel 01225 395103 
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COMPLAINTS PROCEDURE FLOWCHART 
 

 
 
 
 
 

 
 
 

 
 

INFORMAL STAGE 
1. Complaint heard by 

 staff member  
           (Normally 2 weeks) 

    

ISSUE 
RESOLVED ⟵   Contact the LA 

if complaint is 
in relation to: 
 
- School  
   Admissions 
- Failure to  
  assess a  
  child’s  
  educational  
  needs 
- Exclusion of  
  children 
 
 
See annex 2 

  ↓   

  Issue not resolved   

  ↓   

   
 
 
 
 

Formal Stage 
   2.a Complaint heard by 

   heatdteacher or 
    2.b Complaint heard by 

            2 governors 
          (Normally 4-6 weeks) 

  

ISSUE 
RESOLVED ⟵     

      

      

  ↓     

  Issue not resolved     

  ↓     

ISSUE 
RESOLVED ⟵ Formal Stage 

3. Appeal to Governors  
(Normally 2 -3 weeks) 

⟶ ISSUE NOT 
RESOLVED ⟶ Appeal to 

the 
Secretary 
of State for 
Education 
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