Alverton Community Primary School
Leaflet for Complainants
Overview of complaints procedure for all complainants
What to do if you have a concern or a complaint:
We aim to work closely with everyone to ensure that all children can learn and play
happily at school.
We view all complaints in a positive way, as it helps the school improve its practices.
However, sometimes problems do occur and the best person to talk to first if you have a
child in school is usually your child’s Class Teacher. If you do not have a child in school
please talk to the Head Teacher.
If you are still worried or concerned, the Head Teacher will be happy to talk to you at a
mutually convenient time. Please contact the School Administrator to make an
appointment to talk to the Head Teacher or write to the Head Teacher explaining your
complaint and what you would like to happen now.
This is part of a full procedure which all schools have in place and has been approved
by the Governing Body. If the Head Teacher cannot resolve the issue or if the complaint
is about the Head Teacher you should then write to the Chair of Governors. If your
complaint is about a Governor or Governors, please write to the Clerk of the Governing
Body through the school.
Full details of our Complaints Procedure can be found in this leaflet or on the school
website.
Please do not hesitate to contact us.

INFORMATION LEAFLET
I am a parent or carer of a child in school. How do I let the school know that I have a concern or
complaint?
The first action you need to take is to contact your child’s class teacher and let the school know as soon as
possible that you have a concern or a complaint and give the school the opportunity to investigate the matter
properly. Most concerns or complaints can be sorted out this way. Remember, do not leave it too long to report
your concern because it can be difficult to investigate something that happened some time ago. It is also helpful
if you can provide a short written statement of your concern or complaint. This will help to avoid any
misunderstanding and provides a written record of your concern or complaint. This is known as the “informal”
stage and the school will do everything possible to address your concerns at this stage.
I am not a parent/carer but would like to complain. How do I let the school know?
Please make an appointment to see the Head Teacher. Most complaints can be resolved informally in this
manner. Remember, do not leave it too long to report your concern because it can be difficult to investigate
something that happened some time ago. It is also helpful if you can provide a short written statement of your
concern or complaint. This will help to avoid any misunderstanding and provides a written record of your
concern or complaint. This is known as the “informal” stage and the school will do everything possible to
address your concerns at this stage.
I would like to complain about a Governor or Governors. What should I do?
Write to the Clerk of the Governing Board through the school. Please remember to include what outcome you
would need to resolve the issue.

Stage 1
Formal complaints must be made to the headteacher (unless they are about the headteacher), via the school
office. This may be done in person, in writing (preferably on the Complaint Form), or by telephone.
The headteacher will record the date the complaint is received and will acknowledge receipt of the complaint in
writing (either by letter or email) within 5 school days.
Within this response, the headteacher will seek to clarify the nature of the complaint, ask what remains
unresolved and what outcome the complainant would like to see. The headteacher can consider whether a face
to face meeting is the most appropriate way of doing this.
Note: The headteacher may delegate the investigation to another member of the school’s senior leadership team
but not the decision to be taken.
During the investigation, the headteacher (or investigator) will:
 if necessary, interview those involved in the matter and/or those complained of, allowing them to be
accompanied if they wish
 keep a written record of any meetings/interviews in relation to their investigation.
At the conclusion of their investigation, the headteacher will provide a formal written response within 20
school days of the date of receipt of the complaint.
If the headteacher is unable to meet this deadline, they will provide the complainant with an update and
revised response date.
The response will detail any actions taken to investigate the complaint and provide a full explanation of the
decision made and the reason(s) for it. Where appropriate, it will include details of actions Alverton
Community Primary School will take to resolve the complaint.

The headteacher will advise the complainant of how to escalate their complaint should they remain dissatisfied
with the outcome of Stage 1.
If the complaint is about the headteacher, or a member of the governing body (including the Chair or ViceChair), a suitably skilled governor will be appointed to complete all the actions at Stage 1.
Complaints about the headteacher or member of the governing body must be made to the Clerk, via the school
office.
If the complaint is:


jointly about the Chair and Vice Chair or



the entire governing body or



the majority of the governing body

Stage 1 will be considered by an independent investigator appointed by the governing body. At the conclusion
of their investigation, the independent investigator will provide a formal written response.

Stage 2
If the complainant is dissatisfied with the outcome at Stage 1 and wishes to take the matter further, they can
escalate the complaint to Stage 2 – a meeting with members of the governing body’s complaints committee,
which will be formed of the first three, impartial, governors available. This is the final stage of the complaints
procedure.
A request to escalate to Stage 2 must be made to the Clerk, via the school office, within 10 school days of receipt
of the Stage 1 response.
The Clerk will record the date the complaint is received and acknowledge receipt of the complaint in writing
(either by letter or email) within 5 school days.
Requests received outside of this time frame will only be considered if exceptional circumstances apply.
The Clerk will write to the complainant to inform them of the date of the meeting. They will aim to convene a
meeting within 20 school days of receipt of the Stage 2 request. If this is not possible, the Clerk will provide an
anticipated date and keep the complainant informed.
If the complainant rejects the offer of three proposed dates, without good reason, the Clerk will decide when to
hold the meeting. It will then proceed in the complainant’s absence on the basis of written submissions from
both parties.
The complaints committee will consist of at least three governors with no prior involvement or knowledge of
the complaint. Prior to the meeting, they will decide amongst themselves who will act as the Chair of the
Complaints Committee. If there are fewer than three governors from Alverton Community Primary School
available, the Clerk will source any additional, independent governors through another local school or
through their LA’s Governor Services team, in order to make up the committee. Alternatively, an entirely
independent committee may be convened to hear the complaint at Stage 2.
The committee will decide whether to deal with the complaint by inviting parties to a meeting or through
written representations, but in making their decision they will be sensitive to the complainant’s needs.

If the complainant is invited to attend the meeting, they may bring someone along to provide support. This can
be a relative or friend. Generally, we do not encourage either party to bring legal representatives to the
committee meeting. However, there may be occasions when legal representation is appropriate.
For instance, if a school employee is called as a witness in a complaint meeting, they may wish to be supported
by union and/or legal representation.
Note: Complaints about staff conduct will not generally be handled under this complaints procedure. Complainants
will be advised that any staff conduct complaints will be considered under staff disciplinary procedures, if
appropriate, but outcomes will not be shared with them.
Representatives from the media are not permitted to attend.
At least 15 school days before the meeting, the Clerk will:
 confirm and notify the complainant of the date, time and venue of the meeting, ensuring that, if the
complainant is invited, the dates are convenient to all parties and that the venue and proceedings are
accessible
 request copies of any further written material to be submitted to the committee at least 10 school days
before the meeting.
Any written material will be circulated to all parties at least 5 school days before the date of the meeting. The
committee will not normally accept, as evidence, recordings of conversations that were obtained covertly and
without the informed consent of all parties being recorded.
The committee will also not review any new complaints at this stage or consider evidence unrelated to the
initial complaint to be included. New complaints must be dealt with from Stage 1 of the procedure.
The meeting will be held in private. Electronic recordings of meetings or conversations are not normally
permitted unless a complainant’s own disability or special needs require it. Prior knowledge and consent of all
parties attending must be sought before meetings or conversations take place. Consent will be recorded in any
minutes taken.
The committee will consider the complaint and all the evidence presented. The committee can:
 uphold the complaint in whole or in part
 dismiss the complaint in whole or in part.
If the complaint is upheld in whole or in part, the committee will:
 decide on the appropriate action to be taken to resolve the complaint
 where appropriate, recommend changes to the school’s systems or procedures to prevent similar issues
in the future.
The Chair of the Committee will provide the complainant and Alverton Community Primary School with a full
explanation of their decision and the reason(s) for it, in writing, within 20 school days.
The letter to the complainant will include details of how to contact the Department for Education if they are
dissatisfied with the way their complaint has been handled by Alverton Community Primary School.
If the complaint is:


jointly about the Chair and Vice Chair or



the entire governing body or



the majority of the governing body

Stage 2 will be heard by a committee of independent, co-opted governors.
The response will detail any actions taken to investigate the complaint and provide a full explanation of the
decision made and the reason(s) for it. Where appropriate, it will include details of actions Alverton
Community Primary School will take to resolve the complaint.
The response will also advise the complainant of how to escalate their complaint should they remain
dissatisfied.

Next Steps
If the complainant believes the school did not handle their complaint in accordance with the published
complaints procedure or they acted unlawfully or unreasonably in the exercise of their duties under education
law, they can contact the Department for Education after they have completed Stage 2.
The Department for Education will not normally reinvestigate the substance of complaints or overturn any
decisions made by Alverton Community Primary School. They will consider whether Alverton Community
Primary School has adhered to education legislation and any statutory policies connected with thecomplaint.
The complainant can refer their complaint to the Department for Education online at:
www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by writing to:
Department for Education
Piccadilly Gate
Store Street
Manchester
M1 2WD

Alverton Community Primary School
Complaint Form
Please complete and return to the headteacher who will acknowledge receipt and explain what action will
be taken.
Your name:
Pupil’s name (if relevant):
Your relationship to the pupil (if relevant):
Address:

Postcode:
Day time telephone number:
Evening telephone number:
Please give details of your complaint, including whether you have spoken to anybody at the
school about it.

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:

