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COMPLAINTS POLICY 

 

Colwich Church of England Primary School, St Andrew’s Church of England Primary School 

and St Peter’s Church of England Primary School each work hard to provide an excellent 

education for all pupils and their families.  However, we recognise that there may be times 

when parents and carers may have an issue about an aspect of their child’s education. As 

Church of England schools we strive to develop good relations with families and our school 

communities. This policy is meant to guide all concerned through any concerns or 

complaints. Each school will endeavour to treat all concerns seriously and will try to resolve 

all concerns sensitively and quickly. A concern becomes a complaint when a person feels 

that one the schools has acted wrongly in some significant decision, action, or has failed to 

take action. 

 

Purpose 

All schools are required by law to have a complaints policy. This policy sets out the 

processes and timescales a complainant can expect should they wish to make a complaint. A 

resolution is always desired but the procedures set out in this policy are to protect the 

complainant, each school and the Mid Trent multi academy trust. 

 

This complaints policy explains what you need to do if: 

 You have a complaint against a member of staff 

 You have a complaint against school policies, practices or procedures 

 You have a complaint against the Mid-Trent Multi Academy Trust as a whole. 

 

 

Stage 1 – Initial concern 

From time to time issues may arise that parents or carers wish to express concerns about. 

Any problem or concern should be raised with the class teacher or member of staff 

responsible as soon as possible. This can be done verbally, by letter, by phone or sent as an 

email.  

 

If it is felt the concern is more serious, or about a member of staff, then an appointment to 

discuss the concern with the head teacher or a member of the school’s leadership team can 

be made. Every effort to resolve any concerns or problems promptly will be made at this 

informal stage. 
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Stage 2 – Formal Complaint 

An initial concern will become a formal complaint when initial attempts to resolve the issue 

are unsuccessful and the person raising the concern remains dissatisfied and wishes to take 

the matter further. All details of a complaint will be kept confidential except in so far as they 

need to be shared with people who might contribute to their resolution.  

 

The parent or carer should request an appointment to see the head teacher. This should be 

as soon as reasonably practical to avoid any possible worsening of the issue. The head 

teacher may delegate the task of collating the information to another staff member but not 

the decision on the action to be taken.  

 

If the complaint is against a member of staff, the head teacher will talk to the staff member 

against whom the complaint has been made. If necessary, the head teacher will interview 

witnesses and take statements from those involved.  The head teacher will keep reasonable 

written records of meetings, telephone conversations and other documentation. The head 

teacher will investigate fully and communicate findings and/or resolutions to the 

complainant verbally or in writing depending on the nature of the issue. Once all the 

relevant facts have been established, the head teacher will produce a written response to 

the complainant. The written response will include a full explanation of the decision and the 

reasons for it. Where appropriate, it will include what action the school will take to resolve 

the complaint. 

 

It should be noted that some outcomes of a complaint may lead to action being initiated 

under other formal procedures, such as safeguarding or disciplinary matters. Where this is 

the case the complainant will be advised and informed of the procedures that are to be 

followed. It should be noted, however, that the school will not necessarily be able to 

provide the complainant with the details of the outcome of those procedures for data 

protection reasons or otherwise, depending on the circumstances. 

 

If the complaint is against the head teacher then the complaint will go straight to stage 3. 

 

Stage 3 Local Governing Body Complaints Committee 

Following written feedback from the head teacher a complainant may decide to take their 

complaint further if they are not satisfied with the head teacher’s response. To do this they 

will need to address their complaint, in writing, to the chair of the local governing body. This 

needs to be completed within 10 school days of receiving a stage 2 response from the head 

teacher. 

 

Upon receiving a letter of complaint, following a stage 2 response, the chair of the local 

governing body will write to the complainant to acknowledge receipt of the complaint and 

to inform them that a hearing shall be called within 20 school days.  
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The chair of the local governing body will form a local governing body complaints 

committee. This will be made up of the chair of the local governing body and two other 

governors. 

 

The chair of the local governing body complaints committee will invite all parties involved in 

the complaint to a hearing to consider the complaint from each person’s point of view.  All 

concerned will be given at least 5 days notice of the hearing. Complainants can be 

accompanied by another adult but will need to ask permission from the chair of the local 

governing body complaints committee if this is the case. 

 

At the hearing the local governing body committee will listen to the complainant’s 

statement, the head teacher’s and any other person involved with the complaint. The 

committee may ask questions to help them understand the nature and severity of the 

complaint. 

 

A written response to the complainant and to the head teacher will be issued within 15 

school days following the hearing. The letter will explain if there are any further rights of 

appeal and, if so, to whom they need to be addressed. 

 

At this point the committee can dismiss the complaint in whole or in part, uphold the 

complaint in whole or in part, decide on the appropriate action to be taken to resolve the 

complaint or recommend changes to the school’s systems or procedures to ensure that 

problems of a similar nature do not happen again. 

 

Stage 4 - Multi Academy Trust Complaints Committee 

If the complainant feels that the local governing body and the head teacher have not 

responded fully to their concern then the next stage is to present the complaint to the Mid-

Trent multi academy trust chair of directors. Complaints at this stage must be made in 

writing and addressed to the chair of the MAT Board no later than 10 school days following 

receipt of a stage 3 response. The chair of directors, or a nominated director, will form a 

complaints committee, usually three directors. 

 

To ensure impartiality, the directors’ complaints committee will include at least one 

member who is independent of the management and running of the school from which the 

complaint originated. The head teacher and chair of the directors’ board will not be 

members of this committee, which will elect its own chair, although one or both may be 

present at the meeting held to consider the complaint. 
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The chair of the directors’ complaints committee will write to the complainant to 

acknowledge receipt of the complaint and to inform them that a hearing shall be called 

within 20 school days.  

 

The chair of the directors’ complaints committee will invite all parties involved in the 

complaint to a hearing to consider the complaint from each person’s point of view.  All 

concerned will be given at least 5 days notice of the hearing. Complainants can be 

accompanied by another adult but will need to ask permission from the chair of the 

directors’ complaints committee if this is the case. 

 

At the hearing the directors’ complaints committee will listen to the complainant’s 

statement, the head teacher’s and any other person involved with the complaint. The 

committee may ask questions to help them understand the nature and severity of the 

complaint. 

 

At this point the committee can dismiss the complaint in whole or in part, uphold the 

complaint in whole or in part, decide on the appropriate action to be taken to resolve the 

complaint or recommend changes to the school’s systems or procedures to ensure that 

problems of a similar nature do not happen again. 

 

Points to consider 

Making a complaint can be an emotive experience. It is important that hearings are 

conducted in an atmosphere that is welcoming and open.  

 

COMPLAINTS PROCEDURE 

Stage 1 

 A concern or issue is raised.  

 Attempts are made to resolve the issue or concern informally.  

 The complainant wishes to take the issue or concern further. 

 The complainant makes an appointment to meet the head teacher. 

Stage 2 

 At the initial meeting with the head teacher it is made clear to the complainant that 

their concern or issue is now a formal complaint. A copy of this complaints policy will 

be given to the complainant.  

 The head teacher makes a record of the complaint’s concerns and acknowledges this 

in writing to the complainant. 

 An investigation is carried out. It is hoped that at this stage a resolution is found. 

 The head teacher will produce a written outcome from the investigation and share 

this with the complainant. This should not take more than 15 school days. If for 

unforeseen circumstances this time-scale cannot be adhered to then the 

complainant will be notified in writing with the reasons why. 
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 The complainant receives their written response from the head teacher and must 

decide whether the school has taken all reasonable steps to address their concern or 

issue. 

 If a complainant wishes to take the issue further they must write to the chair of the 

local governing body within 10 school days of receiving their stage 2 response. 

Stage 3 

 The chair of the local governing body receives a written complaint. 

 The chair of the local governing body forms a complaints committee consisting of 

three governors.  

 The chair of the local governing body will invite all concerned to attend a hearing 

giving at least 5 days notice. 

 The hearing will take place within 20 school days of receiving the written complaint. 

 A written response will be issued to the complainant and head teacher within 15 

school days of the meeting. 

 The complainant receives their written response from the chair of the local 

governing body and must decide whether the school has taken all reasonable steps 

to address their concern or issue. Again, all efforts will be made to resolve the 

concern or issue. 

 If a complainant wishes to take the issue further they must write to the chair of the 

MAT Board of directors within 10 school days of receiving their stage 3 response. 

Stage 4 

 The chair of the MAT board of directors receives a written complaint. 

 The chair of the MAT board of directors forms a complaints committee consisting of 

three directors not including the chair of directors. One director must be 

independent of the management and running of the school from which the 

complaint originated. 

 The chair of the MAT complaints committee will invite all concerned to attend a 

hearing giving at least 5 days notice. 

 The hearing will take place within 20 school days of receiving the written complaint. 

 A written response will be issued to the complainant and head teacher within 20 

school days of the meeting. 

 The complainant receives their written response from the chair of the MAT 

complaints committee and must decide whether the school has taken all reasonable 

steps to address their concern or issue. Again, all efforts will be made to resolve the 

concern or issue. 

 This response will state whether the complainant has a right to appeal. 

 

If the complainant still remains dissatisfied and feels the school or multi academy trust has 
acted unreasonably, or that they have failed to discharge a statutory duty, the complainant may 
wish to refer their complaint to the Secretary of State for Education.  
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This can be done through the EFA’s online complaints form which can be accessed via  
 
https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMs
g=1&formname=Contact+the+Department+for+Education&noRegister=false&ret=%2Fmodule%
2Fservices&noLoginPrompt=1 
 
  
or by post to :  
 
EFA Complaints  
Chief Executive’s Office  
53-55 Butts Road  
Earlsdon Park 
Coventry  
CV1 3BH 

https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMsg=1&formname=Contact+the+Department+for+Education&noRegister=false&ret=%2Fmodule%2Fservices&noLoginPrompt=1
https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMsg=1&formname=Contact+the+Department+for+Education&noRegister=false&ret=%2Fmodule%2Fservices&noLoginPrompt=1
https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMsg=1&formname=Contact+the+Department+for+Education&noRegister=false&ret=%2Fmodule%2Fservices&noLoginPrompt=1

