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CHASE HIGH SCHOOL 

COMPLAINTS PROCEDURE 

PURPOSE 

This procedure aims to reassure that: 

 any complaint against the school will be dealt with in a fair, open and responsive way,
with the aim of achieving a speedy and satisfactory resolution

 the school recognises that a willingness to listen to questions and criticism and to
respond positively, can lead to improvements in school practices and provision for
students

COMPLAINT FROM A PARENT/CARER 

Stage 1 – Informal Stage 

Parents/carers should, in the first instance, make contact with one of the Form Tutors by 
telephone, email or written note.  The Form Tutor will discuss the issue with the parent/carer 
with the aim of resolving the complaint as soon as possible.  The parent/carer will be informed 
of the outcome of the investigation and what action, if any, the school proposes to take. This 
may resolve the complaint immediately.  Sometimes, however, an issue is more complex and 
will take more than one discussion to resolve. 

If parents/carers are dissatisfied with the result of the discussions with the Form Tutor, they 
should ask for an appointment to meet with the House Leader.  

In the event that a satisfactory solution still cannot be found, a formal complaint should be 
addressed to the Headteacher. 

Stage 2 - Referral to the Headteacher or Chair of Governors 

If parents/carers feel the issue has not been resolved to their satisfaction on an informal basis 
they should write to the Headteacher detailing their complaint.  The Headteacher will 
acknowledge the letter within 5 working days giving a brief explanation of the school’s 
complaints procedure and a target date for providing a response. It is intended that a full 
response to the complaint should be sent within 15 working days. If this proves impossible the 
Headteacher will write again to explain the reason for the delay and give a revised target date.  

Investigation by the Headteacher 

The Headteacher will provide parents/carers with an opportunity to meet him or the Deputy 
Headteacher to supplement any information provided previously.  Parents/carers may be 
accompanied by a friend, relative or other representative if they wish.  As part of the 
investigation the Headteacher will interview witnesses and take statements from those 
involved. At the end of the investigation the Headteacher will write to parents/carers with a full 
response and if it is considered helpful may arrange to meet to discuss the matter directly. The 
response to the complaint will include: 

1. details of what action the school will take to resolve the complaint;
2. confirmation that if parents/carers are still not satisfied and wish to take the matter

further they should write to the Chair of the school Governing Body within 20 working
days of receiving the letter.
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Stage 3 - Formal Complaint to the Governing Body 
 
Complaints only rarely reach this stage and this situation would only normally be reached once 
parents/carers have:  
 

 Sought to resolve their concern through an informal approach to the school; 

 Allowed time for the Headteacher to have investigated the concern; 

 Accepted any reasonable offer by the Headteacher to discuss the result of any investigation 
they have carried out. 

 
The Governors Complaints Committee has the responsibility to hear and make a decision 
about formal complaints which have not been resolved either at the informal stage or following 
an investigation by the Headteacher. 
 
A letter of complaint should be sent to the Chair of the Governing Body, care of the school, 
requesting a meeting of the Complaints Committee.  Enclosed with the letter should be details 
of the complaint submitted previously, indicating which matters remain unresolved. 
 
The Governing Body is responsible for making all arrangements for the meeting, including the 
time and place of the hearing.  The clerk will immediately send the formal complaint to the 
Headteacher and Chairman of the Governors Complaints Committee.  The meeting will be 
arranged as soon as possible for a date within 15 working days of receipt of the request for a 
formal meeting. Where it is not possible to meet this timescale information about progress 
being made will be given. 
 
Any documents from either parents/carers or the Headteacher to be considered by the 
committee, and the names of any witnesses who might be called must be received by the clerk 
at least 5 working days before the meeting. Copies of all papers submitted plus the agenda will 
be sent to the Complaints Committee members, Headteacher and parents/carers at least 3 
working days before the meeting date. In addition the Headteacher will copy relevant papers to 
any member/s of staff named in the complaint. 
 
Format of the Meeting 
 
Parents/carers will be invited to attend the meeting and bring with them a friend or legal 
representative if they wish. If parents/carers intend to be legally represented they will need to 
advise the clerk to the governors prior to the meeting as the governors may wish to be similarly 
represented. It is not usually appropriate for the child concerned to attend. 
 
The committee will be made up of governors who have not previously had any involvement with 
the complaint, and one independent representative. 
 
The Headteacher will attend and may bring a friend or professional representative. 
 
Teachers or other members of staff may be asked by the Headteacher to be present at the 
Complaints Committee meeting. They also have the right to bring a friend or professional 
representative. 
 
A clerk will also be in attendance to record details of the hearing and the decision reached. 
 
Outcome of the Meeting 
 
The governors will consider the complaint and all the evidence presented and will reach a 
unanimous, or if not possible, a majority decision. 
 
The committee can: 

 uphold your complaint in full; 

 uphold it in part; 

 dismiss it. 
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The chairman will send to both the parent/carer and the Headteacher a statement outlining the 
decision within 5 working days of the meeting, also to person complained about. The statement 
will confirm that the decision is final as far as the school's procedures are concerned but that 
either party may request consultation, investigation or a mediation service from the Council.  In 
addition, the complainant has the right to make a complaint to the Education and Skills Funding 
Agency using their online form. 
 
The Headteacher will copy relevant papers to any members of staff named in the complaint and 
ensure that a copy of all of the correspondence and notes are kept on file in the school's 
records but separate from the student’s personal file.  Having come to a decision about the 
complaint, the committee may refer issues of principle or general practice to another forum, 
such as the full governing body, or to an individual such as the Headteacher. 
 
 
COMPLAINT FROM A MEMBER OF THE PUBLIC 
 
Any member of the public who wishes to make a complaint or comment should, in the first 
instance, make contact through Reception.  Reception staff will then pass the 
complaint/comment to the Deputy Headteacher. 
 
The Deputy Headteacher will then contact the individual concerned and work to ensure that the 
complaint/comment is acted upon/responded to. 
 
All aspects of the complaint/comment and subsequent action must be recorded on the 
appropriate spreadsheet on the system. 


