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CYRIL JACKSON PRIMARY SCHOOL 

Complaints Policy 

 

 

Vision: 

Cyril Jackson is a safe and stimulating environment where children encounter 

challenging and creative learning experiences. 

Each member of the school community is motivated to be a life-long learner. 

We will equip everyone with the skills to achieve their full potential in a climate of 

mutual respect and personal responsibility. 

Statement of Aims: 

To provide a supportive, stimulating environment in which each child is enabled and 

encouraged to attain the highest standard of achievement of which he or she is 

capable. 

To ensure that the curriculum is broad and well balanced following all subjects in the 

National Curriculum. 

To value each individual’s contribution irrespective of race, gender, religion or ability. 

To encourage children to be aware of their behaviour and how it affects other 

people. 

To recognise that children have a variety of special needs and endeavour to provide 

appropriately for the needs of individuals. 

To ensure that the curriculum reflects the richness of our multi-cultural society. 

To foster and build on relationships with parents, governors and the wider 

community. 

To provide a planned process of staff development.
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1. Introduction 

1.1 We believe that our school provides a good education for all our children, and 
that the Headteacher and other staff work very hard to build positive 
relationships with all parents. However, the school is obliged to have 
procedures in place in case there are parents/carers have concerns or 
complaints. The following policy sets out the procedure that the school follows 
in such cases. 

 
1.2 If any parent/carer is unhappy with the education that their child is receiving, or 

has any concern relating to the school, we encourage that person to talk to the 
child’s class teacher immediately. 

 
1.3 We deal with all complaints in accordance with procedures set out by the local 

and national government. If the school cannot resolve any complaint itself, 
those concerned can ask other agencies to intervene, but only after the 
school’s procedures have been followed. These procedures are described 
below. All parents/carers have the right, as a last resort, to appeal to the 
Secretary of State for Education, if they still feel that their complaint has not 
been properly addressed. Accordingly, this policy meets the requirements of 
section 29 of the Education Act 2002. It is also based on guidance for schools 
on complaints procedures from the Department for Education (DfE). 

 
2.    Aims and objectives 

 
2.1  Our school aims to be fair, open, honest and non-adversarial when dealing with 

any concern or complaint. We give careful and impartial consideration to all 
complaints and deal with them as swiftly as possible. We aim to resolve any 
concern or complaint through dialogue and mutual understanding and, in all 
cases, we put the interests of the child above all other issues. Throughout, we 
provide sufficient opportunity for any concern or complaint to be fully discussed, 
and then resolved. 

 
2.2     Concerns and complaints Procedure  

 

This procedure is intended to allow you to raise a concern or complaint relating 

to the school or the services that it provides. An anonymous concern or 

complaint will not be investigated under this procedure except in exceptional 

circumstances. To enable a proper investigation to be conducted, concerns or 

complaints should be brought to the attention of the school as soon as possible. 

In general, any matter raised more than three months after the concern 

originated will not be considered. 

 
3  The complaints process 

 
3.1  If a parent/carer is concerned about anything to do with the education that we 

are providing at our school, they should, in the first instance, discuss the matter 
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with their child’s class teacher. Most matters of concern can be dealt with in 
this way. All teachers work very hard to ensure that each child is happy at 
school, and is making good progress; they always want to know if there is a 
problem, so that they can take action before the problem seriously affects the 
child’s progress. 

 
3.2   Where a parent/carer is not happy with a teacher’s response, they can then 

meet with the Phase Leader or Inclusion Manager. At this point, because part 
of the objection is to the actions taken, or a lack of action taken, by the school, 
the concern becomes an informal complaint. 

 
3.3  Where a parent/carer feels that a situation has not been resolved through 

contact with the extended leadership team, or that their complaint is of a 
sufficiently serious nature, they should make an appointment to discuss it with 
the Deputy Headteacher or Head of School where appropriate. The Deputy 
Headteacher/Head of School considers any such complaint very seriously and 
investigates each case thoroughly. Most complaints are normally resolved at 
this stage. Any informal complaints received by the Deputy Headteacher will be 
reported to the Head of School and Executive Head by her. 

 
3.4  Should a parent/carer have a concern or complaint about the Executive 

Headteacher, s/he should first approach the Chair of Governors through the 
main school office, who is obliged to investigate it. The governor in question will 
do all s/he can to resolve the issue through a dialogue with the school, but if a 
parent/carer is unhappy with the outcome, s/he can make a formal complaint, 
as outlined below. 

 
3.5  The above procedures must be adhered to before a formal complaint can be 

made. Only if the process described above fails to resolve the matter should a 
formal complaint be made to the governing body. This formal complaint must 
be made in writing, stating the nature of the complaint and how the school has 
handled it so far. The parent/carer should send this written, formal complaint to 
the Clerk to Governors to be addressed by the Governing Body.  

 
3.6  The governing body must consider all formal complaints within three weeks of 

receipt. It arranges a meeting to discuss the formal complaint, and invites the 
person making it to attend the meeting, so that s/he can explain her formal 
complaint in more detail. The school gives the complainant at least three days’ 
notice of the meeting. 

 
3.7  After hearing all the evidence, the governors consider their decision and inform 

the parent/carer about it in writing. The governors do all they can at this stage 
to resolve the formal complaint to the parent/carer’s satisfaction. 

 
3.8   In the event of a formal complaint being received directly by the Governing 

Body from a parent or other stakeholders before attempting to resolve the 
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matter with the school, governors will have recourse to the following courses of 
action: 

 

• Any complaint to the Governing Body or one of its members will be 
passed immediately to the Executive Headteacher for investigation. 
The Executive Headteacher, if she has not already done so, will follow 
the informal procedure outlined above to attempt to resolve the matter 
and report the outcome to the complainant and details of action taken 
to the Chair of Governors. 
 

• If the Chair of Governors is satisfied that the informal procedures have 
been exhausted and the complaint is still not resolved, he/she may, 
after further discussions with the Headteacher, decide to initiate the 
formal procedure. 

 

• The complainant will be advised of the Chair’s conclusions. 
 
3.9 Complaints that are made anonymously will be handled at the discretion of 

the School and will be considered using other procedures, depending on the 
nature of the complaint. For example, anonymous complaints relating to (or 
appearing to relate to) a child protection matter or alleged criminal activity will 
be referred immediately to the relevant authorities.  

 
3.10   Complaints received by petition will be dealt with informally in the same way 

as other complaints. If it is not clear who the response should be directed to, 
the complaint will be treated as an anonymous complaint. 

 
3.11  If the complainant is unsatisfied with the outcome of the school’s complaints 

procedure, they can refer their complaint to the School Complaints Unit (SCU), 
which investigates complaints relating to maintained schools on behalf of the 
Secretary of State.  

 
 School Complaints Unit (DfE) Contact Point: 
 The SCU will not re-investigate the matter of the complaint. It will look at 

whether the school’s complaints policy and any other relevant statutory policies 
that the school holds were adhered to. The SCU also looks at whether the 
school’s statutory policies adhere to education legislation. It may direct the 
school to re-investigate the complaint where it is clear the school has acted 
unlawfully or unreasonably.  

 
 For more information or to refer a complaint, see the following webpage: 
 https://www.gov.uk/complain-about-school 
  Telephone: 0370 000 2288 
 Typetalk: 18001 0370 000 2288 
 Fax: 01928 738248 
 

https://www.gov.uk/complain-about-school
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4 Is it vexatious?  

  

There will be some complainants who are reluctant to accept the outcome of the 

process. In such cases, the person should be encouraged to refer the matter to the 

Secretary of State. 

  

In practice, the Secretary of State’s powers are delegated to the School Complaints 

Unit (SCU) using the procedure described above. The SCU will only consider cases 

where the governing body has acted unlawfully or unreasonably. It will only overturn 

a decision in extreme circumstances. If it decides a school has not followed its 

published procedures, it has the power to direct the process is re-visited. 

   

Should the complainant continue to make contact on the same issue, the chair of 

governors has the power to inform them that the process is complete and the matter 

is closed.  

 

In the context of Freedom of Information requests, ‘vexatious’ is defined as the 

‘manifestly unjustified, inappropriate or improper use of a formal procedure.’ (The 

DfE typically prefers the terms ‘serial’ or ‘persistent’ in its own documents, rather 

than ‘vexatious’.) We adopt the same terminology here. 

  

The criteria which are used to indicate that a complaint is ‘manifestly unjustified, 

inappropriate or improper’ include (but are not restricted to) the following: 

 

• All reasonable steps have been taken to address matters  

• A clear statement has been provided of the school’s position  

• The school is being repeatedly contacted with the same points being raised  

• The school has reasonable grounds for believing the intention is to cause 

inconvenience  

• Communications are aggressive in tone or content.  Abusive, derogatory and / 

or threatening comments are made.  

  
5 Monitoring and review 

 
5.1  The governors monitor the complaints procedure, in order to ensure that all 

complaints are handled properly. The Headteacher logs all complaints received 
by the school and records how they were resolved. Governors examine this log 
on an annual basis. 

 
5.2  Governors take into account any local or national decisions that affect the 

complaints process, and make any modifications necessary to this policy. This 
policy is made available to all parents, so that they can be properly informed 
about the complaints process. 
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6. Social Media 
         Parents should not discuss school issues via social media. Parents are 

encouraged at all times to have an open dialogue with the appropriate 
members of school staff. Where complaints or detrimental posts are found on 
social media the school has the right to request that the post is taken down and 
the parent spoken to in a formal capacity. Parents who persist in not following 
school procedures may be banned from the school premises by the Governing 
Body 

 
 
Cyril Jackson Primary School 

Complaints Policy Statement 

This policy statement sets out the school’s approach to dealing with parental 
concerns and complaints. Further details of how we handle them are contained in 
our Complaints Policy, which you can obtain on request from the school office. 

We value good home/school relations and will, therefore, do everything we can to 
establish and maintain them. This includes seeking to resolve any concerns or 
complaints promptly, and to the satisfaction of all concerned. 

We welcome feedback on what parent/carers feel we do well, or not so well, as a 
school. We will consider carefully all feedback, whether positive or negative, and will 
review our policies and practices accordingly. 

We will treat all concerns and complaints seriously and courteously and will advise 
parent/carers and others of the school’s procedures for dealing with their concerns.  
In return, we expect parent/carers and other complainants to behave respectfully 
towards all members of the school community. In particular, any disagreement with 
the school should not be expressed inappropriately or in front of pupils. 

All school staff, teaching and non-teaching and members of the Governing Body, will 
receive a copy of this policy statement and will be familiar with the school’s 
procedures for dealing with parental concerns and complaints, to which they will 
have access as required. 

The school’s procedures will be reviewed regularly and updated as necessary. 

Whilst we will seek to resolve concerns and complaints to the satisfaction of all 
parties, it may not be possible to achieve this in every case.  We will, therefore, use 
our option to close a complaint before all the stages of the school’s procedures have 
been exhausted, if this appears to be appropriate. 

The Government advocates the resolution of parental concerns and complaints at 
school level wherever possible, in the interests of maintaining good home/school 
relations. 
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Signed ______________________ Signed ____________________________ 

            Chair of Governors                           Executive Headteacher 

September 2018 
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Appendix One: Example forms of language which may be used if it becomes 

necessary to warn a parent/carer that they may be or will be banned from the school 

site  

 

Warning of an impending ban 
 
I regret having to write to you in such a formal way but the governing body has 
decided that we may have to ask you to not to enter the school building (premises) in 
future if your current intimidating behaviour continues. 
 
Notification of an actual ban 
 
I regret that I must inform you that the governing body has decided that we must ask 
you not to enter the school building (premises) until further notice as your behaviour 
is intimidating to members of the administrative and teaching staff, as well as to the 
pupils.  The Local Government Act regarding behaviour on school premises entitles 
us to take this action.  Also, under Section 547 of the Education Act 1996, if we take 
action against you, it could result in a fine of up to £500. 
 
(In either case:) 
 
We accept that you have concerns about (details …) and we are willing to discuss it 
with you in a reasonable and open manner.  We cannot, however, allow you to 
continue to disrupt the smooth running of the school.  If you would like to telephone 
the school office to arrange an appointment, we will be pleased to meet with you.  I 
will also consider any representations in writing that you may wish to make. 
 
 
(If the complainant is persistently flouting a ban:) 
 
We wrote to you previously to ask you not to enter the school building (premises).  
You have not complied with this request and so we have no choice but to seek legal 
action to restrain you from continuing to disrupt the school by your enforced entry.  
We can involve the police and the local authorities’ advisers and this could result in a 
criminal conviction and a fine of up to £500. 
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Appendix Two: Example letter template for discontinuing the investigatory process in 
the event of a vexatious complaint being made 
 
 
Dear 
 
Complaint about (nature of complaint) 
 
Further to your complaint, and the action we have taken to address it, I am writing to 
inform you of our decision to close communications with you on this matter. 
 
The school and governing body regret having to take this formal step.  We are 
confident that we have done everything possible to try to resolve the problem but is 
clear that we cannot do this to your satisfaction. 
 
The continuing attention that you are asking us to give to this matter is drawing on 
time and energy that we feel we need to direct towards the interests of all pupils and 
the school as a whole.  For this reason we will not pursuing the matter any further. 
 
Yours sincerely 
 
 
 
Chair of Governors 
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Appendix Three: Example letter template for use in the event of a resolved formal 
complaint against a member of staff 
 

 

Dear  

 

Complaint against a member of staff 

 

Further to your letter about { ………}, I am writing to let you know that I have dealt 

with the matter in accordance with the appropriate procedures {and following the 

advice of the local authority / our legal adviser}. 

 

Under employment law, complaints about members of staff (the Headteacher) must 

be handled in confidence by the Headteacher (Chair of Governors) and you are only 

entitled to know that the matter has been investigated under the confidential 

procedures; we are not permitted to disclose the outcome.  There is no appeal 

process and your only additional recourse would be to seek legal advice. 

 

(However, in this particular case, I am able to confirm that it is my considered view 

that there are no grounds for your complaint against ………. Who has my 

unreserved support). 

 

Yours sincerely 

 

 

 

 

Headteacher / Chair of Governors / Delegated Governor 
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Appendix Four: Example letter template for use in the event of a concern being 

raised about a member of staff 

 

 

Dear {…………….}, 

 

Concern about member of staff 

 

Thank you for letting me know of your concern about {…………….}.  I am sorry to 

hear of this but I am looking into the matter and will contact you again within the next 

ten working days to let you know how it is progressing. 

 

Yours sincerely 

 

 

 

Mrs Hodo Dirir  Mrs Gillian Kemp 

Head of School  Executive Headteacher  
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Cyril Jackson Primary School 

Complaints Form 

 

PLEASE COMPLETE AND RETURN TO THE HEADTEACHER OR CHAIR OF 

GOVERNORS 

 

Name 

 

Pupil’s Name (if relevant): 

 

Your relationship to the pupil: 

 

Address: 

 

Daytime Telephone number: 

 

Evening telephone number: 

 

Please give details of your complaint 

 

 

 

 

 

 

 

 

What action, if any, have you already taken to try to resolve your complaint?  Who 

have you spoken to and what was the response? 
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What action do you feel might resolve the problem at this stage? 

 

 

 

 

 

Are you attaching any paperwork?  If so, please give details: 

 

 

 

 

 

 

Signed ____________________________  Print Name ______________________ 

 

Date: 

 

Office Use: 

Date acknowledgement sent: 

By whom: 

Complaint referred to: 

Date: 

Final action agreed/taken: 

 

 

 

 

Signature: 

Complaints Co-ordinator - Headteacher/Chair of Governors 

 


