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	   	   NEWBOLD	  SCHOOL	  	  

COMPLAINTS	  PROCEDURE	  

	  

The difference between a concern and a complaint is that a concern can be defined as a 
cause of worry, whilst a complaint can be defined as an expression of dissatisfaction. 
Resolving concerns informally, on the spot, is preferable for everyone involved, if this can be 
managed. However, if a parent feels the nature of the issue needs to be formally addressed 
(e.g. a complaint against the conduct of a member of staff, a safeguarding issue or a 
practice that could be in breach of the law), they may do so as follows.	  

	  
	  

	  
 

Complaints Procedure Flowchart	  
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When parents are dissatisfied, we aim to:	  
	  

● encourage resolution of problems by informal means wherever possible;	  
● be impartial;	  
● be non-adversarial;	  
● allow swift handling with established time-limits for action and keeping 

people informed of the progress;	  
● ensure a full and fair investigation by an independent person where 

necessary;	  
● respect confidentiality;	  
● address all the points at issue and provide an effective response and 

appropriate redress, where necessary;	  
● provide information to the school’s Senior Management Team so that 

services can be improved. 	  
	  
When parents complain, we need to:	  

● establish what has happened so far, and who has been involved;	  
● clarify the nature of the complaint and what remains unresolved;	  
● meet or contact the parent to retrieve further information, if necessary;	  
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● find out what the parent feels would put things right;	  
● interview those involved in the matter and/or those complained of, allowing 

them to be accompanied if they wish;	  
● conduct all interviews with an open mind	  

● keep notes of the interview so we are all clear about what has been said.	  

Resolving Complaints	  
	  
We will try to resolve complaints in the fairest way possible trying to avoid escalation 
and upset as much as possible. Perhaps it may be sufficient for us to offer the 
complainant one of the following:	  
	  

● an apology;	  
● an explanation;	  
● an admission that the situation could have been handled differently or 

better; 	  
● an assurance that the event complained of will not recur, with reasons 

why;	  
● an explanation of the steps that have been taken to ensure that it will not 

happen again;	  
● an undertaking to review school policies in light of the complaint.  	  

	  
We would like to ask the complainant’s opinion on his/her view of the best way to 
handle the complaint. Bear in mind, though, that an admission that the school could 
have handled the situation better is not the same as an admission of liability. 	  
	  
It could be that a misunderstanding has occurred and all that is needed is to clarify 
matters. We may actually be in agreement on the essentials and it is good to talk 
things through to find out if this is the case. We will use the same Christian 
principles, by which the school is run, to address valid complaints.	  
	  
On a sad and unlikely event that communication between all of us breaks down, the 
following communication channels may be used rather than face-to-face 
communication:	  
	  

● contact by letters;	  
● contact with a named member of staff (e.g. – Headteacher)	  
● telephone calls on specified, mutually suitable days and times;	  

	  
Once a complaint has already been examined through the complaints procedure, we 
do not expect to reopen it. The Chair of the Governing Body will inform complainants 
in writing that the procedure has been exhausted and that the matter is now closed.	  
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A Complaints Team will be formed to deal with the complaint and can be contacted 
directly where the school identifies a need to discuss a particular case further in 
order to ascertain whether the complaint can be considered vexatious or not.  Useful 
contact details are included in this document at the end of Appendix 2.	  

Here are the 4 levels of our complaints’ procedure.	  

Informal – Local resolution of the concern with Staff member	  
	  
Stage 1 – complaint heard by Headteacher	  
	  
Stage 2 – Governor’s Panel	  
	  
Further recourse – Possibly to Local Authority or OFSTED.	  
	  
Recording Complaints	  
The school will keep a record of the progress of a complaint and its final outcome.  A 
complaint may be made in person, by telephone, or in writing.  	  
 	  
Governing Body Review	  
The Governing Body will monitor the level and nature of complaints and review the 
outcomes on a regular basis to ensure the effectiveness of the procedure and make 
changes where necessary.  Preferably, complaints information shared with the whole 
Governing Body will not name individuals.  	  
	  
Types of Complaints this Policy Covers	  
	  

1. Complaint made by a Governor about a member of Staff (If the complaint 
is related to the conduct of a member of Staff, it would be more appropriate to 
invoke the school's Disciplinary Procedures. However) Clearly the Governor 
concerned would have to withdraw from any meeting at which the complaint 
or its outcome was being discussed.    
	  

2. Complaint by a member of Staff against an individual Governor acting in 
a personal capacity. The Chair of the Governing Body (or the Vice-Chair if 
the complaint is against the Chair) will attempt to resolve the matter 
informally.  If such a resolution is not possible, and with the agreement of the 
Governor concerned, a Panel of Governors will be set up to consider the 
matter as under the normal complaints procedure in this document. 
	  
	  

3. Complaint by a member of Staff against the action/decision of the 
Governing Body If the decision was taken at a meeting of the full Governing 
Body, the matter will be put on the agenda for review at another meeting and 
if the decision was then confirmed that would be the end of the matter. If a 
committee or individual with delegated authority takes the original decision, 
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then a Panel of Governors who, not involved in the decision will review the 
matter, ensuring that the member of Staff concerned is given an opportunity to 
state his/her case to the Panel.  Any decision by the Panel will be final. 
	  

4. Complaint by a member of the public (not a Parent) Complaints from 
members of the public will normally be dealt with by the Headteacher and 
beyond that the Chair of Governors. 
	  

5. Complaint by a Parent whose child no longer attends the school. The 
purpose of this complaints procedure is to ensure that if an error has been 
made, or an injustice done, some action can be taken to remedy matters for 
the injured party.  Where Parents have removed their child from the roll of a 
school it is clearly impossible for the Governing Body to put things right for 
that child.  However, the Governing Body has a duty of care to the pupils who 
remain on roll so an investigation of the circumstances will be carried out to 
satisfy the Governors that no-one has acted inappropriately and that 
procedures and policies had been followed correctly.  Whilst it is not 
necessary to convene a Governor’s complaint Panel but Parents will be 
informed whether the complaint has been upheld or otherwise and of any 
changes to practice and procedures which have been agreed by the 
Governing Body. 

	  
	  
Complaint Procedures NOT covered by this document.	  
	  
This complaints procedure does not cover:	  
	  

● Child Protection Procedures	  
● Appeals about admissions	  
● Appeals to the Governors discipline committee against permanent exclusion 

from school. 	  
● Staff Disciplinary Procedures	  

	  
For further information about these procedures, please contact Children’s Services, 
Time Square, Bracknell, Berkshire on 01344 352000	  
	  

How long should the school take in dealing with concerns and complaints?	  
 
Newbold School aims to deal with complaints quickly and efficiently at Stage 1, so 
avoiding the formal Stage 2 procedure wherever possible.  	  

All complaints should be acknowledged within 5 school days.	  
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FIRST STAGE of the complaints Procedure	  
	  
Most concerns, or potential complaints, can be resolved informally through a full 
discussion with the member of Staff who is best able to help.  This may involve the 
Headteacher and the Chair of Governors working together to investigate the 
complaint.  The process must start at this point. If a complainant approaches a 
governor directly, they will simply steer him/her in the direction of the headteacher, 
initially (unless the complaint is about the headteacher).	  
	  
Governors, who become involved closely with complaints at Stage 1, cannot 
be involved with Stage 2.	  
	  
Complainants are advised to set out the complaint in a letter.	  
	  
SECOND STAGE of a complaint	  
	  
The Chair of Governors will arrange for the complaint to be investigated and 
considered under the arrangements approved by the Governors for this 
purpose.  This will usually involve a Panel of Governors appointed to act on behalf 
of the Governing Body.  	  
	  
In the case of Special Educational Needs complaints, the Chair of Governors must 
inform the Complaints Manager.	  
	  
If the Chair of Governors, or other Governors, have been involved in earlier 
discussions to try and help settle the disagreement at Stage 1, then arrangements 
will be made for another Governor, with no prior involvement, to take charge of the 
investigation and consideration of the complaint.	  
	  
It may be helpful to talk about the complaint in the course of the investigation, prior 
to the complaint hearing to clarify the outstanding matters of complaint which 
remain unresolved and what outcome is sought by the complainant.  	  
	  
Parents will be provided with full details of how the Governors' Complaints Panel 
will conduct the further investigation.  A formal hearing is the best way for both 
complainant, Headteacher and Staff to be satisfied that everyone has had a proper 
opportunity to be listened to by Governors.  Everyone will also be informed in 
advance of the order of proceedings for complaint hearings.	  
	  
Any written information both parties intend to use in the formal hearing.	  
should make available to the Panel, in advance.	  
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Who can attend a Stage 2 hearing?	  
	  
At any meeting Parents may be accompanied by a friend or representative, who 
may speak on their behalf.  This person could be an interpreter of their choice.	  
	  
The Chair of the Panel may invite to the meeting any person who may help 
establish the facts of the complaint.  Parents need to be told who this person is 
before the meeting.  	  
	  
Any member of Staff required by Governors to attend any meeting or the hearing 
will have the opportunity to be accompanied or represented.  	  
	  
The member of Staff named by Parents in the complaint may also choose to attend, 
even if not required to do so by Governors, and may be represented.  If this 
happens, Parents will be told beforehand.	  
	  
What happens after the investigation/hearing?	  
	  
When the complaint has been fully investigated and the hearing has taken place, 
Parents will be notified of the findings, in writing, by the Chair of the Panel hearing 
the complaint or the Governor responsible for the investigation, within 5 school days 
of the hearing date.	  
	  
The report, with findings, should, at the same time, be published to the Governing 
Body as a confidential item and will, in addition, include any recommendations.  A 
meeting of the Governing Body must accept the findings but can accept, reject or 
reject in part, the recommendations.  Personal details should not be disclosed, but 
an outline of the complaint hearing and findings should be given.	  
	  
The Chair of Governors will then write to the Parents to confirm any actions agreed 
by the Governing Body.  Any agreed actions must be implemented by whoever it 
applies to - this could be the Governing Body as well as the Headteacher.  Parents 
will also be informed whether and how to take their complaint further.	  
	  
What can Parents do if they are not satisfied with the outcome Stage 2 of the 
investigation?	  
	  
In most cases it is expected that Parental complaints will be satisfactorily resolved 
following formal complaint to the Governing Body.  However, should Parents remain 
dissatisfied, the following sections explain the circumstances in which complaints 
can be taken further.	  
	  
If Parents remain dissatisfied following the outcome of their Stage 2 hearing and 
wish to take their complaint further, they must do so within 28 days of receiving the 
written outcome of the hearing.	  
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After 28 days, neither the school nor the Local Authority (where appropriate) are 
under any obligation to investigate or progress the complaint any further.	  
	  

What happens when is there is NO statutory third stage of complaint to the 
County Council?	  
	  
If the complaint is about Denominational Religious Education or Collective 
worship in an Independent School	  
	  
There is no formal right of complaint to the LA.  This is because the LA has no 
power to inspect the provision or to influence its content . 	  
	  
IF THE COMPLAINT IS ABOUT BULLYING, THE NATIONAL CURRICULUM, 
COLLECTIVE WORSHIP IN A COMMUNITY, OR ABOUT ANY OTHER 
GENERAL MATTERS: THERE IS NO THIRD STAGE OF INVESTIGATION BY 
THE COUNTY COUNCIL	  
	  
For the vast majority of complaints there is no right of further complaint or appeal to 
the LA beyond the school's Governing Body.	  
	  
Parents may contact the complaints helpline for further advice but will be told there 
is no right of a further stage of formal investigation by the LA.	  
	  
If parents, who have not first complained to their child’s school contact the Local 
Authority, Council Officers will ask the complainant for their written consent to share 
information regarding their complaint with the school in question.  If the complainant 
declines to provide their consent, the matter will not normally be taken any further.  If 
consent is provided, the Council will pass the complainant’s concerns onto the 
school, whilst ensuring that the complainant is made aware that this will not 
necessarily result in the complaint against the school being resolved or the 
complainant achieving the outcome they were seeking. 	  
	  
Can Parents complain to anyone other than the County Council?	  
	  
Parents have the right to complain to the Secretary of State at the Department for 
Education (under the Education Act 1996), if they believe that the Governing Body 
or the LA is acting or proposing to act unreasonably (section 496), or is failing to 
carry out a statutory duty (section 497).  This has to mean that the LA or the 
Governing Body is acting outside its powers, or misusing them.  Only then would 
the Secretary of State follow up the complaint.	  
	  
The Secretary of State will then contact the Governing Body or LA for 
information.  The contact details for the Secretary of State are as follows:	  
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The Secretary of State	  
Department for Education	  

Sanctuary Buildings	  
Great Smith Street	  

London	  
SW1P 3BT	  

Telephone: 0870 000 2288	  
Website: www.education.gov.uk	  

	  
	  
	  
Where can Parents get help?	  
	  
Parents who remain dissatisfied following the Stage 2 consideration of their 
complaint by the Governing Body may seek advice from the Children’s Services 
Complaints, Bracknell Forest Borough Council (details below).	  

	  
Children's Social Care Complaints  

Complaints Manager  
Time Square 

Market Street  
Bracknell  
RG12 1JD	  

Tel: 01344 351737 (office hours)	  
.	  
	  
What kind of record will be kept about complaints?	  
	  
The County Council will formally monitor Special Educational Needs complaints 
escalated to it under the statutory third stage of the complaints procedure.  	  
	  
We will formally record and monitor all Stage 2 complaints to the Governing Body.  	  
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Guidelines for School Management - Hearing Stage 2 formal complaints	  
	  
Please see the suggested format of hearing below (as featured in Annex J).  	  

Stage 
A	  

Introductions of everyone present and clarification of the conduct of 
the hearing. Panel Chair checks that everyone has a copy of this 
Format of Hearing on the table.	  

	   	  
Stage 
B	  

Parents present complaint highlighting points made in their written 
complaint and other documentation.  Witnesses are called as and 
when required.	  
	  
Panel questions Parents to clarify the points they make.	  

	   	  
Stage 
C	  

Headteacher presents the facts as s/he perceives them - highlighting 
points made in the written response and other 
documentation.   Witnesses are called as and when required.	  
	  
Panel questions Headteacher to clarify the points s/he has made.	  

	   	  
Stage 
D	  

Parents summarise their case highlighting evidence including 
anything that has emerged in the questioning.	  

	   	  
Stage 
E	  

Headteacher summarises the case for the school highlighting 
evidence.  This should include the school’s response and actions in 
relation to the complaint before the hearing and anything that has 
emerged in the questioning.	  

	   	  
Close	   Panel Chair thanks Parents and Headteacher for attending and gives 

an indication of when they can expect to hear the outcome.	  
	  
Parents and Headteacher leave the room together. Panel considers 
all the evidence and comes to its conclusion.	  

	  

Please be aware that the Panel also needs to take the following points into 
account: 	  

● The hearing should be as informal as possible.	  
● Witnesses should only be required to attend for the part of the hearing in 

which they give their evidence.	  
● The Panel may ask questions at any point.	  
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Formal Complaint Form	  
	  

NEWBOLD SCHOOL COMPLAINTS’ FORM. 	  

Name	  

Address	  
	  

Post Code	  

Email Address:	  

Telephone	   Day:	  
	  
Evening:	  
	  
Mobile	  

What are the details of your complaint?	  
	  
	  
	  

Have you complained to the 
Headteacher?	  
	  
If yes, when?	  

Yes	  
No	  
	  
Date:	  

What happened when you complained to the Headteacher?	  
	  
	  
	  

What would you like us to do to put things right?	  
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Signed:	  

Date:	  

	  
	  
Please return this form to the Chair of the Governing Body	  
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How to make a complaint	  
	  
First	  
	  
If you have a concern about anything we do, or if you wish to make a complaint, you 
can do this by telephone, in person or in writing (by letter or email).  We hope that 
most complaints can be settled quickly and informally, either by putting matters right 
or by giving you an explanation.  If there is something you are not happy about, or 
you don’t understand why we are doing something in a particular way, please come 
in and discuss it with the class teacher or another appropriate member of Staff, such 
as the Special Educational Needs Co-ordinator (SENCO) if it is about Special Needs 
(Mrs Crissey, initially, who will seek specialist help, if necessary).  	  
	  
We know that it can feel uncomfortable to question or challenge, but if you don’t tell 
us what is worrying you we cannot explain what we are doing or try to put it right.  If 
the first person you talk to cannot help you then speak to the Headteacher.  Make an 
appointment through the school secretary to make sure the Headteacher is 
available. You should be able to sort out your worries through this meeting, but 
sometimes this is not possible.  In this case there is a next step.	  
	  
Second	  
	  
If you are not satisfied you can complain formally by filling in a form, which is 
available from the school.  Address the form to the Chair of Governors.  The school 
secretary will tell you who this is and pass on any written correspondence.  The 
Chair will then arrange for your complaint to be investigated and considered and will 
reply within 10 working days to give you a progress report and tell you what will 
happen next.  This is likely to involve a Panel of Governors.  When your complaint 
has been fully investigated you will be told of the outcome in writing.	  
	  
Third	  
	  
Most complaints are the responsibility of the Governing Body of the school and will 
be resolved by them.  A small number of complaints may not be resolved by this 
process.  	  
	  
In the case of complaints about Special Educational Needs, you can complain 
further to the Local Authority.  This should be done by writing to the Complaints 
Manager in the Customer Service Team at the address on the back page.	  
	  
It should be noted however that if you wish to pursue this route, you must do so 
within 28 days of receiving the written outcome of the hearing into your 
complaint.  After 28 days, neither the school nor the Local Authority is under any 
obligation to investigate or progress your complaint any further.	  
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Useful contacts	  
	  
Advisory Centre for Education (ACE)	  
1C Aberdeen Studios, 22 Highbury Grove, London, N5 2EA	  
Free Advice Line 2-5pm, Monday to Friday	  
Web: www.ace-ed.org.uk	  
Email: enquiries@ace-ed.org.uk	  
Phone: 0808 800 5793	  
	  
Children’s Legal Centre	  
University of Essex, Wivenhoe Park, Colchester, Essex, CO4 3SQ	  
Free Advice Service, 2-5pm	  
Web: www.childrenslegalcentre.com	  
Email: clc@essex.ac.uk	  
Phone: 01206 873820	  
	  

The Complaints Manager 
Children's Social Care 
Time Square 
Market Street 
Bracknell, 
RG12 1JD	  

Telephone: 01344 351737 
Email: childrens.servicescomplaints@bracknell-forest.gov.uk	  

	  
Parent Partnership Service 	  
Time Square Market Street Bracknell RG12 1JD	  
parent.partnership@bracknell-forest.gov.uk	  
01344 354011	  
	  
ParentlinePlus	  
520 Highgate Studios 	  
53-79 Highgate Road	  
Kentish Town	  
London, NW5 1TL	  
Web: www.parentlineplus.org.uk	  
Phone: 0808 800 2222	  
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In respect of schools, OFSTED will investigate complaints about the welfare of 
children and will refer to the local social services authority any complaint it receives, 
which include allegations or suspicions of abuse.	  
	  
The Department of Health issued in 2002 National Minimum Standards – Inspection 
Regulations for Board Schools and Residential Special Schools.  (The documents 
are available on www.dh.gov.uk).  The relevant standard for boarding schools is:	  
	  

	  
A Complaints Co-ordinator is the member of Staff with responsibility for the 
operation and management of the school complaints procedure.  This may often be 
the Headteacher. Responsibilities include:	  

● Establishing what has happened so far, and who is involved;	  
● Considering timescales so the complaint is resolved as quickly and efficiently 

as possible.  Allow for realistic time limits for each action. Be flexible if time is 
needed to prepare or for the meeting time to suit all involved, remember to 
keep all parties informed.  	  

● Clarify the nature of the complaint and what remains unresolved;	  
● Meet or contact the complainant to discuss any information needed or clarify 

issues;	  
● Clarify what the complainant feels might resolve the problem at any stage;	  
● Interview those involved in the matter and/or those complained of, allowing 

them to be accompanied if they wish;	  
● Conduct the interview with an open mind and be prepared to persist in the 

questioning;	  
● Keep notes of all the interviews and final outcome.  Some discussions may be 

on the phone but to ensure all parties have the same understanding of the 
issue a brief note of the meeting/telephone calls can be kept and a copy of 
any written response added to the record.	  

	  
The Role of the Chair of Governors	  
If the Governing Body are requested to hear the complaint, at Stage 2, the Chair will 
check the correct procedure has been followed before notifying the Clerk to arrange 
a Panel.	  
	  
The Role of the Clerk	  
The Department strongly recommends that any Panel assign a Clerk for the 
complaints hearing.  The Clerk would be the contact point for the complainant and be 
required to:	  

● set the date, time and venue of the hearing, ensuring that the dates are 
convenient to all parties and that the venue and proceedings are accessible;	  

● collate any written material and send it to the parties in advance of the 
hearing;	  

● meet and welcome the parties as they arrive at the hearing;	  
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● record the proceedings;	  
● notify all parties of the Panel’s decision.	  

	  
The Role of the Chair of the Panel	  
The Chair of the Panel has a key role, ensuring that:	  

● the remit of the Panel is explained to the parties and each party has the 
opportunity of putting their case without undue interruption;	  

● the issues are addressed; 	  
● key findings of fact are made; 	  
● Parents and others who may not be used to speaking at such a hearing are 

put at ease; 	  
● the hearing is conducted in an informal manner with each party treating the 

other with respect and courtesy;	  
● the Panel is open minded and acting independently;	  
● no member of the Panel has a vested interest in the outcome of the 

proceedings or any involvement in an earlier stage of the procedure;	  
● each side is given the opportunity to state their case;	  
● written material is seen by all parties.  If a new issue arises it would be 

useful to give all parties the opportunity to consider and comment on it.	  
	  
Notification of the Panel’s Decision	  
The Chair of the Panel needs to ensure that the complainant is notified of the Panel’s 
decision, in writing, with the Panel’s response; this is usually within a set deadline 
which is publicised in the procedure.  The letter needs to explain if there are any 
further rights of appeal and, if so, to whom they need to be addressed.	  
	  
It should be noted that if Parents remain dissatisfied following the outcome of 
their Stage 2 hearing and wish to take their complaint further, they must do so 
within 28 days of receiving the written outcome of the hearing.	  
After 28 days, neither the school nor the Local Authority (where appropriate) 
are under any obligation to investigate or progress the complaint any further.	  
	  
Appendix 3: Vexatious Complaints	  
A vexatious complaint is likely to involve some or all of the following:	  

● The complaint arises from a historic and irreversible decision or incident;	  
● Contact with the school is frequent, lengthy, complicated and stressful for 

Staff;	  
● The complainant behaves in an aggressive manner to Staff when he/she 

presents his/her complaint or is verbally abusive or threatening;	  
● The complainant changes aspects of the complaint partway through the 

complaint process;	  
● The complainant makes and breaks contact with the school on an ongoing 

basis; or	  
● The complainant persistently approaches the school (and in some cases the 

Local Authority) through different routes about the same issue in the hope of 
getting different response.	  
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