[bookmark: _Toc25578]Summary of Complaints Procedure
Stages of Complaint
 
 
 
Stage 1
 
 
Formal investigation by Headteacher
/designated member of the 
School’s Leadership Team
 
Where the complainant feels that issues have not been fully 
addressed, progress to Stage 2
 
 
Stage 2
 
 
Formal investigation by the Chair of Governors/ Nominated 
Governor
 
Where the complainant feels that issues have not been fully 
addressed, progress to Stage 3
 
 
Stage 3
 
 
Governor Panel Hearing
 
This is the final stage of the school's complaints procedure.
 
Where the complainant is dissatisfied with the outcomes, contact 
the ESFA
 
 
 
 

Timeline for Complaint

	Stage 1 headteacher Investigation
· Acknowledgement of receipt of complaint to be sent within 3 days of receipt of the complaint.
· Complaint to be investigated and written response to be received by complainant within 15 days of receipt of the formal complaint.

	Stage 2: Governor Investigation
· If the complainant believes that their complaint has not been fully addressed at stage 1, they may request to move to stage 2. This request must be made within 10 days of the receipt of the outcome letter at stage 1.
· Acknowledgement of receipt of complaint to be sent within 3 days of receipt of the complaint.
· Complaint to be investigated and written response to be received by complainant within 15 days of receipt of the stage 2 formal complaint.

	Stage 3: Governor Panel Hearing
· If the complainant believes that their complaint has not been fully addressed at stage 2, they may request to move to stage 3. This request must be made within 10 days of the receipt of the outcome letter at stage 2.
· Acknowledgement of receipt of request to escalate complaint to stage 3 to be sent within 5 days.
· Hearing to be held within 30 days of receipt of request to go to stage 3.
· Paperwork for Stage 3 hearing to be received from all parties at least 10 days before the hearing.
· Paperwork for Stage 3 hearing to be sent to all parties at least 5 days before the hearing.
· Outcome letter from panel to be received by complainant within 10 days of the hearing.

	Note: In all cases, timescales refer to school days so exclude weekends, school holidays, Public Holidays and INSET days.

A written record will be kept of all complaints, and of whether they are resolved at the preliminary stage or proceed to a panel hearing.


Here is a link to the full Complaints Procedure.

Complaint form 
Please complete and return to the Headteacher for Stage 1 or the Clerk for Stages 2 and 3 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): 
 

	Contact details: 
 
 
 

	Please give details of your complaint (adding extra pages if necessary): 
 

	No
. 
	Details of issue 
	What action has been taken to resolve the matter and by whom? 

	1 
	 
	 

	2 
	 
	 

	3 
	 
	 

	etc 
	 
	 

	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: 
 

	Action taken:  

	Date:  
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