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Complaints Policy 

 
St. Matthew’s Church of England Primary School’s mission statement 

We aim to provide a positive learning experience in a safe and respectful environment. We strive to teach an inspiring and inclusive curriculum that promotes a 
love of learning. As a Christian school, we endeavour to develop the spiritual and moral values of all members of the St. Matthew’s family, and a meaningful, 

loving relationship with God. We want our children to be cheerful and independent individuals who reach their potential and are proud of their achievements. We 
hope to develop confident, caring citizens who are well prepared to enjoy happy and rewarding lives. 

 

Our motto: Live, Love, Learn 
 
 

Brunel Nursery School’s mission statement 
We aim to provide a positive learning experience in a safe and respectful environment. We strive to teach an inspiring and inclusive curriculum that promotes a 

love of learning. We want our children to be cheerful and independent individuals, who reach their potential and are proud of their achievements. 
 

Our motto: Learning Together 

 

 

 

 
 

 

 
 
 
 
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 complaints by parents. The following policy sets out the procedure that the school follows in 
such cases. 
 
2. Aims and objectives 
 
2.1  Our school aims to be fair, open and honest when dealing with any complaint. We give careful consideration to all 
complaints and deal with them as swiftly as possible. We aim to resolve any complaint through dialogue and mutual 
understanding and, in all cases, we put the interests of the child above all other issues. We provide sufficient opportunity 
for any complaint to be fully discussed, and then resolved. 
 
3. The Complaints process  
 
How to share a concern 
 
3.1  If a parent 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 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. 
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Exceptions Who to contact 

• Admissions to schools 

• Statutory assessments of 

Special Educational Needs  

• School re-organisation 

proposals 

Concerns about admissions, statutory assessments of Special Educational 

Needs, or school re-organisation proposals should be raised with Joanne 

Siddle, Head of Education 01254 585585 

 

• Matters likely to require a Child 

Protection Investigation 

Complaints about child protection matters are handled under our child 

protection and safeguarding policy and in accordance with relevant statutory 

guidance. 

If you have serious concerns, you may wish to contact the local authority 

designated officer (LADO) who has local responsibility for safeguarding or 

the Multi-Agency Safeguarding Hub (MASH) (01254) 666400 

• Exclusion of children from 

school* 

Further information about raising concerns about exclusion can be found at: 

www.gov.uk/school-discipline-exclusions/exclusions.  

*complaints about the application of the behaviour policy can be made 

through the school’s complaints procedure. Use Link: https://primarysite-

prod-sorted.s3.amazonaws.com/st-matthews-cofe-

primary/UploadedDocument/e6ffea0cc90a45fc95efd84647c683b0/behaviour-

and-restraint-policy.pdf 

• Whistleblowing We have an internal whistleblowing procedure for all our employees, 

including temporary staff and contractors. 

The Secretary of State for Education is the prescribed person for matters 

relating to education for whistleblowers in education who do not want to raise 

matters direct with their employer. Referrals can be made at: 

www.education.gov.uk/contactus. 

Volunteer staff who have concerns about our school should complain through 

the school’s complaints procedure. You may also be able to complain direct 

to the LA or the Department for Education (see link above), depending on the 

substance of your complaint. 

• Staff grievances Complaints from staff will be dealt with under the school’s internal grievance 

procedures.  

• Staff conduct Complaints about staff will be dealt with under the school’s internal 

disciplinary procedures, if appropriate. 

Complainants will not be informed of any disciplinary action taken against a 

staff member as a result of a complaint. However, the complainant will be 

notified that the matter is being addressed. 

• Complaints about services 

provided by other providers 

who may use school premises 

or facilities  

Providers should have their own complaints procedure to deal with 

complaints about service. Please contact them direct. 

• National Curriculum - content Please contact the Department for Education at:  

www.education.gov.uk/contactus  

 



 

What to do if the matter is not resolved through informal discussion 

3.2  Where a parent feels that a situation has not been resolved through contact with the class teacher, or that their 

concern is of a sufficiently serious nature, they should make an appointment to discuss it with the Headteacher. The 

headteacher considers any such complaint very seriously and investigates each case thoroughly. Most complaints are 

normally resolved at this stage. 

Sharing a concern about the Headteacher 

3.3  Should a parent have a complaint about the Headteacher, s/he should first make an informal approach to one of the 

members of the governing body, 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 is unhappy with the outcome, s/he can make a formal 

complaint, as outlined below.  A list of governors is available from the school office & on our web-site. 

How to take the matter further 

3.4  Only if an informal complaint fails to resolve the matter should a formal complaint be made to the governing body. 

This complaint must be made in writing, stating the nature of the complaint and how the school has handled it so far. 

The parent should send this written complaint to the Chair of Governors. 

The governing body must consider all written complaints within three weeks of receipt. It arranges a meeting to discuss 

the complaint, and invites the person making it to attend the meeting, so that s/he can explain her complaint in more 

detail. The school gives the complainant at least three days’ notice of the meeting. 

After hearing all the evidence, the governors consider their decision and inform the parent about it in writing. The 

governors do all they can at this stage to resolve the complaint to the parent’s satisfaction. 

Who to appeal to next 

3.5  If the complaint is not resolved, a parent may make representation to the L.A. Further information about this 

process is available from the school or from the L. A. further meeting is chaired by an independent person, who 

considers all the evidence and makes a further judgement in an attempt to resolve the complaint. 

3.6  If any parent is still not content that the complaint has been dealt with properly, then s/he is entitled to appeal to the 

Secretary of State for Education. 

4. Monitoring and review 

4.1  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. 



4.2  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. 

 


