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1. Aims 

This policy aims to ensure that: 

i. the process of making a complaint to the school is transparent and fair.     
ii. information about the process for making a complaint is easily available to all current parents.  
iii. all members of staff are aware of the process by which complaints are to be handled and managed.  
iv. the school keeps its commitment to giving attention to the needs and concerns of the students and 

parents it serves. 

2. Statutory requirements 
i. This policy is based on the guidance in paragraph 33 of the Independent School Standards (2019): 

33. A school can have a complaints process which has a wider scope or more facilities for complaint than the standards 
require, but to meet the standard a proprietor must ensure that a procedure is drawn up and effectively implemented and 
which is:  

(a) is in writing;  

(b) is made available to parents of pupils;  

(c) sets out clear time scales for the management of a complaint;  

(d) allows for a complaint to be made and considered initially on an informal basis;  

(e) where the parent is not satisfied with the response to the complaint made in accordance with sub-paragraph 
(d), establishes a formal procedure for the complaint to be made in writing;  

(f) where the parent is not satisfied with the response to the complaint made in accordance with subparagraph (e), 
makes provision for a hearing before a panel appointed by or on behalf of the proprietor and consisting of at least 
three people who were not directly involved in the matters detailed in the complaint;  

(g) ensures that, where there is a panel hearing of a complaint, one panel member is independent of the 
management and running of the school;  

(h) allows for a parent to attend and be accompanied at a panel hearing if they wish;  

(i) provides for the panel to make findings and recommendations and stipulates that a copy of those findings and 
recommendations is—  

(i) provided to the complainant and, where relevant, the person complained about; and 
(ii) available for inspection on the school premises by the proprietor and the head teacher;  

(j) provides for a written record to be kept of all complaints that are made in accordance with sub-paragraph (e) 
and—  

(i) whether they are resolved following a formal procedure, or proceed to a panel hearing; and  

(ii) action taken by the school as a result of those complaints (regardless of whether they are upheld); 
and  

(k) provides that correspondence, statements and records relating to individual complaints are to be kept 
confidential except where the Secretary of State or a body conducting an inspection under section 109 of the 2008 
Act requests access to them.  
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3. Definitions 
i. Any matter about which a parent of one of our students is unhappy and seeks action by the school, 

is defined as a complaint, to which the school will respond by the procedure outlined in this 
document.  

ii. Minor complaints are most complaints which are quickly dealt with through regular channels such 
as class teachers or the Headteacher towards an informal resolution. 

iii. Formal complaints are seen as the kind of complaints which can be not be resolved informally. A 
formal complaint must be expressed verbally or in writing (ideally in writing) and passed to the 
Headteacher either directly or through a teacher.  

4. Principles  

i. The Deenway Montessori School & Unicity College takes it trust and responsibility to provide high 
quality teaching and pastoral care to its students seriously.      
    

ii. At Deenway, we believe that children and parents are entitled to expect courtesy and prompt, careful 
attention to their needs and concerns.        
  

iii. We welcome suggestions on how to improve our school and will give prompt and serious attention to 
any concerns about the running of the school.       
  

iv. We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate 
member of staff. If this does not achieve the desired result, we have a set of procedures for dealing with 
concerns. 

v. We aim to bring all concerns about the running of our school to a satisfactory conclusion for all of the 
parties involved. 

vi. The school is committed to addressing any complaints made during term time as quickly and effectively 
as possible, and the whole procedure will be concluded within 30 working term time days. Complaints 
made during the school holidays will be dealt with in the same way, commencing as soon as term starts.  

vii. The school is committed to ensuring that the application of this policy is non-discriminatory, in line with 
the UK Equality Act (2010).           

viii. The school is committed to dealing with all complaints fairly and impartially. Anyone has the right to 
raise a new complaint at any time.  We will not normally limit the contact complainants have with the 
school. However, we do not expect our staff to tolerate unacceptable behaviour and will take action to 
protect staff from that behaviour, including that which is abusive, offensive or threatening. Details on 
managing unreasonable complaints are provided in Appendix 2.   

5. Complaints process 

i. Stage 1: Informal Resolution  

§ Any parent who has a concern about an aspect of the school's provision first of all 
approaches his/her child’s teacher with his/her concerns. Alternatively, the parent may 
speak to the Headteacher. 

§ It is hoped that most complaints can be resolved quickly. If the matter is within the 
competence of the teacher to resolve quickly, this will be done. Otherwise, the complainant 
will be reassured that the complaint will be passed to the relevant member of staff, and that 
person will be informed by the teacher as soon as possible 

§ If a simple oral complaint is made, it might be possible to resolve it immediately. Most 
complaints should be resolved amicably and informally at this stage.  
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§ In more serious cases, or where a member of staff is uncertain, parents might be asked to 
put their complaint in writing (and move to Stage 2: Formal Resolution) to ensure that 
there is no conflict in determining what the complaint consists of and action taken by 
members of the school staff. 

§ If after 14 days from the time the complaint is made no amicable resolution is reached, the 
parent may move their claim to Stage 2 as detailed below. 

ii. Stage 2: Formal Resolution  

§ If the complainant remains dissatisfied, or if the problem recurs, or 14 days from the time 
the complaint was made have lapsed with no amicable resolution, the parent moves to this 
stage of the procedure by putting the concerns or complaint in writing to the Headteacher. 

§ For parents who are not comfortable with making written complaints, there is a template 
form for recording complaints which parents can request from the school (also in 
Appendix 1); the form may be completed with the person in charge and signed by the 
parent. 

§ The school stores written complaints from parents in the child's personal file. However, if 
the complaint involves a detailed investigation, the Headteacher may wish to store all 
information relating to the investigation in a separate file designated for this complaint. 

§ When the investigation into the complaint is completed, the Headteacher meets with the 
parent to discuss the outcome. 

§ Parents must be informed of the outcome of the investigation within 28 days of making the 
complaint. 

§ If the complaint is resolved at this stage, the summative points are logged in the Complaints 
Summary Record. 

§ If complainant is unhappy with the outcome, then the complainant can make an appeal in 
writing to the Headteacher, who will then review the case. This process will be completed 
within 5 working days of receiving the appeal.  Alternatively, the complainant can request an 
appeal meeting with the Headteacher and a member of the School Advisory Board. The 
parent should have a friend or partner present if required and the Headteacher should have 
the support of another member of the School Advisory Board.    
     

§ An agreed written record of the discussion in any such meeting is made as well as any 
decision or action to take as a result. All of the parties present at the meeting sign the 
record and receive a copy of it.        

§ This signed record signifies that the procedure has concluded. When the complaint is 
resolved at this stage, the summative points are logged in the Complaints Summary Record. 

§ If a resolution cannot be found the Headteacher will inform the complainant of their right 
of appeal to an independent panel, in which case a full written report of the complaint 
should be submitted by the parents.         

iii. Stage 3: Panel Resolution 

§ If the parent and school cannot reach agreement a panel hearing must be convened. The 
Director (as officer for the proprietor), is responsible for appointment of this panel. The 
panel must consist of at least three people who were not directly involved in considering 
the complaint previously.         
    

§ One person on the panel is independent of the management and running of the school. 

§ Parents are allowed to attend and can be accompanied to the panel hearing if they wish. 

§ At least a minimum of 14 clear days notice is given for the convening of the panel hearing 
to all parties entitled to attend. 
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§ The panel keeps all discussions confidential. The panel can hold separate meetings with the 
school personnel and the parents, if this is decided to be helpful. The panel keeps an agreed 
written record of any meetings that are held and of any findings. A clear timescale is set out 
by the panel as to how long it will need to investigate the matter. 

§ When the panel has concluded its investigations it makes findings and recommendations, 
and ensures that the complainant, the Headteacher, and if relevant, the person complained 
about, are all given copies of the panel’s findings and recommendations. A date is agreed 
for the final meeting (see below). 

§ A final meeting with all parties concerned is held. The purpose of this meeting is to reach a 
decision on the action to be taken to deal with the complaint. The panel’s 
findings/recommendations are used to reach this conclusion. A record of this meeting, 
including the decision on the action to be taken, is made.  Everyone present at the meeting 
signs the record and receives a copy of it.  This signed record signifies that the procedure 
has concluded. 

iv. If a complaint concerns a safeguarding or child protection issue, or involves an allegation of abuse 
by a member of the school staff, the Designated Safeguarding Lead and the Headteacher will be 
informed, and it will be dealt with according to the Safeguarding and Child Protection Policy.   

v. Parents must raise the complaint within three months of the incident or, where a series of associated 
incidents have occurred, within three months of the last of these incidents. The school will consider 
complaints made outside of this time frame only if exceptional circumstances apply. 

vi. If a complainant wants to withdraw their complaint, they will be asked to confirm this in writing. 

6. Students making complaints 

If students have a complaint:  

i. They should approach their teacher and it is hoped that in many cases the matter can be resolved 
straight away by this means to the student’s satisfaction.       
  

ii. If required, the teacher will make a written record of the complaint, the date it was received, and the 
action taken and share it with the Headteacher.         
  

iii. In the event that the teacher and the student fail to reach a satisfactory resolution, the student should 
speak directly to the Headteacher and/or their parents.       
  

iv. If a serious complaint is made by a student, the recipient member of staff will immediately inform the 
Headteacher who will discuss the issue with the relevant members of staff in order to determine what 
the course of action should be. The complainant will be informed of the action taken. If the 
complainant is not satisfied with the informal response, they will be informed that they must make a 
formal complaint in writing to the Headteacher.        
  

v. Staff should ensure that where needed, as detailed in points ii and iv above, matters are notified 
to the Headteacher in the daily triage meetings.  

7. Complaints against staff other than the Headteacher 

If there is a complaint against a member of staff other than the Headteacher which has not been successfully 
resolved via the informal process in Stage 1:  

i. The complaint should be put in writing to the Headteacher.      
  

ii. The Headteacher will give a copy of the complaint to the staff concerned, who shall have the right to 
submit a written response to the Headteacher within 5 working days of receiving a copy of the 
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complaint and to request an interview with the Headteacher.      
  

iii. An interview will be arranged, and a witness will be appointed.      
  

iv. Once the Headteacher is satisfied that, so far as is practicable, all the relevant facts have been 
established, a decision will be made and the parents will be advised of this decision in writing. The 
Headteacher will also give reasons for the decision.       
  

v. If the parents are dissatisfied with this decision, they can request an appeal meeting as advised in Stage 2 
of the process outlined in Section 5 above, with a full written report of the complaint submitted.  
   

vi. The meeting will attempt to resolve the complaint in correspondence with the parents, but if the parents 
are not satisfied with the decision they should be advised to proceed to Stage 3 of the procedure 
outlined above.            
  

vii. At any Stage 3 Complaints Panel hearing the member of staff may be accompanied by one other person 
who may be a friend or representative of a trade union or professional association.  

8. Complaints against the Headteacher 

If there is a complaint against the Headteacher: 

i. The parents should request a meeting with the Headteacher and the Headteacher will arrange a meeting 
within 5 working days of the complaint being received, with an appointed witness.    
   

ii. The Headteacher will reply to the parents orally and in writing within five working days of the meeting. 
    

iii. If the Headteacher and the parents fail to reach a satisfactory resolution the parents are to be advised to 
submit a full written report of their complaint to the School Advisory Board within 10 working days of 
receiving the Headteacher’s reply.         
    

iv. The School Advisory Board will attempt to resolve the complaint in correspondence with the parents, 
but if the parents are not satisfied with the decision they will be advised to proceed to Stage 3 of the 
procedure detailed in Section 5 above.         
   

v. At any Stage 3 complaints panel hearing the Headteacher may be accompanied by one other person who 
may be a friend or representative of a professional association.  

9. Complaints to Ofsted 

Parents may approach Ofsted directly at any stage of this complaints procedure Ofsted will usually expect 
Parents to have followed the School's formal complaints procedure before contacting them. Ofsted can be 
contacted at:  

Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD  

General Helpline: 0300 123 1231  

Text phone: 0161 618 8524  

10. Record of complaints  

i. A written record of all complaints is kept by the Headteacher.      
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ii. The school will maintain a written record of action taken by the school as a result of these complaints 
(regardless of whether they are upheld).         
  

iii. All concerns and complaints will be treated seriously and confidentially. A written record will be kept of 
all complaints by the Headteacher and of whether they are resolved at the preliminary stage or proceed 
to a panel hearing. Correspondence, statements and records relating to individual complaints will be 
kept confidential except where the Secretary of State or a body conducting an inspection under Section 
109 of the Education and Skills Act (2008) requests access to them.  

11. Monitoring arrangements 
This policy will be reviewed by the Headteacher or senior staff at least every two years and updated as necessary 
to reflect best practice or amendments required in the instance of any incidents.  

 



Page | 9                                                                                         Copyright © The Deenway Montessori School & Unicity College 2021 
 

Appendix 1: Complaints Form  
For parents who are not comfortable with making written complaints for Stage 2 of the complaints process, the 
following form may be completed with the person in charge and signed by the parent. The Headteacher will 
acknowledge receipt and explain what action will be taken. 

 

 
COMPLAINTS FORM 

Your name: 

Pupil’s name (if relevant): 

 

Your relationship to the pupil (if relevant): 

 

Address:  

Postcode: 

Day time telephone number: 

Evening telephone number: 

Please give details of your concern, including whether you have spoken to anybody at the school about 
it. 

 

 

 

 



Page | 10                                                                                         Copyright © The Deenway Montessori School & Unicity College 2021 
 

What actions do you feel might resolve the problem at this stage? 

 

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

 

Signature: 

 

Date: 

School use: 

Date acknowledgement sent: 

 

By who:  

 

Complaint referred to: 

 

Date:  
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Appendix 2: Managing serial and unreasonable complaints   
 

The school defines unreasonable complaints as ‘those which, because of their frequency or nature, hinder our consideration of 
their or other people’s complaints’.  

Examples: A complaint may be regarded as unreasonable when the person making the complaint:  

o refuses to articulate their complaint or specify the grounds of a complaint or the outcomes 
sought by raising the complaint, despite offers of assistance;  

o refuses to co-operate with the complaints investigation process while still wishing their 
complaint to be resolved;  

o refuses to accept that certain issues are not within the scope of a complaints procedure;  

o insists on the complaint being dealt with in ways which are incompatible with the adopted 
complaints procedure or with good practice;  

o introduces trivial or irrelevant information which the complainant expects to be considered and 
commented on, or raises large numbers of detailed but unimportant questions, and insists they 
are fully answered, often immediately and to their own timescales;  

o makes unjustified complaints about staff who are trying to deal with the issues, and seeks to 
have them replaced;  

o changes the basis of the complaint as the investigation proceeds;  

o repeatedly makes the same complaint (despite previous investigations or responses concluding 
that the complaint is groundless or has been addressed);  

o Makes excessive demands on school time by frequent, lengthy, complicated and stressful 
contact with staff regarding the complaint in person, in writing, by email and by telephone while 
the complaint is being dealt with.  

A complaint may also be considered unreasonable if the person making the complaint does so (whether 
in person, by telephone, in writing or electronically) : 

o maliciously;  

o aggressively;  

o using threats, intimidation or violence;  

o using abusive, offensive or discriminatory language;  

o knowing it to be false;  

o using falsified information;  

o Publishing unacceptable information in a variety of media such as in social media websites and 
newspapers.  

Complainants should limit the numbers of communications with a school while a complaint is being progressed. 
It is not helpful if repeated correspondence is sent (either by letter, phone, email or text) as it could delay the 
outcome being reached.  

Whenever possible, the Headteacher will discuss any concerns with the complainant informally before 
designating it ‘unreasonable’ including suggesting that the complainant asks a third party to act on their behalf. 
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 If the behaviour continues, the Headteacher will write to the complainant explaining that their behaviour is 
unreasonable and asking them to change it. For complainants who excessively contact the school causing a 
significant level of disruption, we may specify methods of communication (such as restrict the complaint to a 
single point of contact via an email address) and limit the number of contacts in a communication plan. This will 
usually be reviewed after 6 months.  

In response to any serious incident of harassment, aggression or violence, the concerns and actions taken will be 
put in writing immediately (including the decision to stop responding) and the police informed. This may include 
barring an individual from school premises. 

Barring from the School Premises 

Although fulfilling a public function, schools are private places. The public has no automatic right of entry. 
Schools will therefore act to ensure they remain a safe place for pupils, staff and other members of their 
community.    

If an individual’s behaviour is a cause for concern, a school can ask him/her to leave school premises. In serious 
cases, the Headteacher or the local authority can notify them in writing that their implied licence to be on school 
premises has been temporarily revoked subject to any representations that the person may wish to make. Schools 
should always give that person the opportunity to formally express their views on the decision to bar in writing. 
The decision to bar should then be reviewed, taking into account any representations and either confirmed or 
lifted. If the decision is confirmed the person should be notified in writing, explaining how long the bar will be in 
place and when the decision will be reviewed, usually after 6 months.  

Complaints about barring cannot be escalated to the Department for Education. Once the school’s own 
complaints procedure has been completed, the only remaining avenue of appeal is through the Courts; 
independent legal advice must therefore be sought.  

 


