
CONCERNS AND FORMAL PARENTAL COMPLAINTS PROCEDURES  
 

INTRODUCTION 
 
Hasmonean Primary School is committed to addressing all concerns and formal complaints that 
parents may have about their children.  Most can be resolved at an early stage with a 
satisfactory outcome. 
 
From 1 September 2003 Governing Bodies (GBs) of all maintained schools and maintained 
nursery schools in England are required, under Section 29 of the Education Act 2002, to have in 
place a procedure to deal with formal complaints relating to the school and to any community 
facilities or services that the school provides.  The law also requires the procedure to be 
publicised. 
 
This document summarises the procedure for dealing with concerns and formal complaints. 
 
There are certain formal complaints which fall outside the remit of the GB’s formal complaints 
procedure such as, for example, staff grievances or disciplinary procedures.  Any third party 
providers offering community facilities or services through the school premises, or using school 
facilities have their own formal complaints procedure in place. 
 
Please note: It is a condition precedent for the concerns and/or complaint being investigated 
that the following procedure is strictly adhered to. 
 

CONCERNS 
 
There is a clear difference between a concern and a formal complaint.  Taking informal 
concerns seriously at the earliest stage will reduce the numbers that develop into formal 
complaints.  Concerns should be handled without the need for overly formal procedures, 
maintaining confidentiality at all times.  In most cases, the member of staff concerned will 
receive the first approach and is encouraged to resolve an issue as soon as possible, including 
apologising where necessary. 
 
The following are matters which parents/guardians are encouraged initially to raise as concerns 
with a view to speedy and informal resolution. 
 
Pastoral and Academic Concerns:- 
 
Should a parent/guardian have concerns about any pastoral or academic issues e.g. difficulties 
in socialising, bullying, difficulties in general organisation, lack of progress across a range of 
subjects, the matter should be brought in the first instance to the attention of the class teacher 
who will deal with the matter.  It will be investigated, dealt with appropriately and the outcome 
communicated to and discussed with the parent/guardian. 
 
Should a pastoral or academic concern not be resolved satisfactorily, then parents are 
encouraged to pass the matter to a member of the Senior Leadership Team or to the SENCO. 

 



FORMAL COMPLAINTS PROCEDURE 
 

General Principles of Formal Complaint 
 
Dealing with Formal Complaints – Formal procedures 
 
The School recognises that there may be some matters which are more than concerns and/or 
are where it is inappropriate for them to be first to be addressed by less formal means. 
 
Equally, formal procedures can be invoked when initial attempts to resolve a less serious 
concern are unsuccessful, and the person raising the concern remains dissatisfied and wishes 
to take the matter further.  In this situation the Headteacher will investigate the complaint in the 
first instance. 
 
Framework of Principles 
 
Our formal complaints procedure: 

 encourages resolution of problems by informal means wherever possible 

 is easily accessible and publicised 

 is simple to understand and use 

 is impartial 

 is non-adversarial 

 allows swift handling for action and keeps people informed of the progress 

 ensures a full and fair investigation by an independent person where necessary 

 respects people’s desire for confidentiality 

 addresses all the points at issue and provides an effective response and appropriate 
redress, where necessary 

 provides information to the school’s senior leadership team so that improvements can be 
made. 

 
Investigating Formal Complaints 
 
At each stage, the person investigating the formal complaint should make sure that they: 

 establish what has happened so far, and who has been involved 

 clarify the nature of the Formal Complaint and what remains unresolved 

 meet with the complainant or contact them (if unsure or further information is necessary 

 clarify what the complainant 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 the interview with an open mind and be prepared to persist in the questioning 

 keep notes of the interview. 
 
Resolving Formal Complaints 
 
At each stage in the procedure the school will keep in mind ways in which a formal complaint 
can be resolved.  If the formal complaint is valid or partially valid, the school will offer one or 
more 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 

 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 formal complaint. 
 
Vexatious Formal Complaints 
 
If properly followed, a good formal complaints procedure will limit the number of formal 
complaints that become protracted.  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 (GB) is able to 
inform them in writing that the procedure has been exhausted and that the matter is now 
closed. 
 
Time-Limits 
 
Formal Complaints need to be considered, and resolved, as quickly and efficiently as possible.  
By way of guideline, the School aims to resolve all Formal Complaints within 20 school days of 
being made. 
 
Should the matter go to the GB appeal, by way of guideline, the GB aims to resolve the matter 
within a further 20 school days. 
 
Formal Complaints Procedure 
 
Stage One:  Formal Complaint heard by the Headteacher . 
Stage Two: Formal Complaint heard by Chairman of Governors. 
Stage Three: Formal Complaint heard by GB’s Formal Complaints Appeal Panel; 
NB  If the Formal Complaint is against the Headteacher, then the complaint is dealt with at 
Stage 2. 
 
Stage One: Formal Complaint Heard by the Headteacher 
 
It is in everyone’s interest that Formal Complaints are resolved at the earliest possible stage.  
The experience of the first contact between the complainant and the school can be crucial in 
determining whether Formal Complaint will escalate.  
 
Where the first approach is made to a governor, the governor will refer the complainant directly 
to the Headteacher who will advise them about the procedure.  Governors will not act 
unilaterally on an individual Formal Complaint outside the formal procedure or be involved at 
the early stages, in case they are needed to sit on a panel at a later stage of the procedure. 
 
Stage Two: Formal Complaint Heard by the Chairman of the Governors 
 
Should the complainant be dissatisfied with the way the Formal Complaint was handled at 
Stage One, as well as pursuing their initial Formal Complaint, the Complaint will be referred to 
the Chairman of the Governors. 
 



Stage Three: Formal Complaint Heard by the Governing Body Formal Complaints  Appeals 
Panel 
 
Where all else has failed, the complainant needs to write to the Chairman of Governors giving 
details of the Formal Complaint and the reasons why the action taken to date is not accepted.  
The Chairman, or a nominated governor, will convene a GB Formal Complaints Appeal Panel 
(a minimum of three governors). 
 
The governors’ appeal hearing is the last school-based stage of the Formal Complaints 
process, and is not convened merely to rubber-stamp previous decisions.  The governors’ 
appeal hearing will consider the Formal Complaint afresh and will have access to all 
documentation produced at earlier stages.  The appeal panel will adopt procedures and a 
timetable for dealing with the appeal.  The Complainant has a right to be heard if he or she 
wishes.  There will usually be a hearing but, if the Complainant does not object, the appeal 
panel may deal with appeals in writing only. 
 
The complainant will be notified of the panel’s decision in writing.  This is usually within a set 
deadline which will be publicised in the procedures. 
 
Individual Formal Complaints will not be heard by the whole GB at any stage, as this could 
compromise the impartiality of any panel set up for a disciplinary hearing against a member of 
staff following a serious Formal Complaint. 
 

 


