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Complaints Policy 
 
Purpose 

 
To establish a procedure for dealing with complaints relating to the school and 
to any community facilities or services that the school provides: as required by 
section 29 (1) (a) of the Education Act 2002. In establishing and publicising 
these arrangements the school will have regard to guidance given by the 
Secretary of State.  A copy of Section 29 is included in the appendix 1. 
 
Scope 

 
All matters relating to the actions of staff and application of school procedures 
where they affect the individual students concerned.  This includes 
admissions, the provision of the curriculum, SEN, and exclusion appeals. Staff 
grievances and disciplinary procedures are also included. 
 
Additional Information 

 
Anonymous Complaint 
 
An anonymous complaint will not be investigated under this procedure unless 
there are exceptional circumstances. 
 
Timescale 

 
To allow for a proper investigation, complaints should be brought to the 
attention of the school as soon as possible.  Any matters raised more than 3 
months after the event will not be considered, save in exceptional 
circumstances. 
 
Vexatious Complaint 

 
If properly followed, a good complaint procedure will limit the number of 
complaints that become lengthy.  However there will be occasions when 
despite all stages of the procedures having been followed, the complainant 
remains dissatisfied. If the complainant tries to reopen the same issue, this 
will be deemed a vexatious complaint and the school will inform them in 
writing that the matter has been exhausted and that the matter is now closed. 
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Time Limits 

 
Complaints need to be considered and resolved as quickly as possible. This 
complaints procedure includes realistic time limits for each stage. However 
where further investigations are necessary, new time limits can be set and the 
complainant sent details of the new deadline and explanation for the delay.  
Investigations of any complaint will begin within 5 working days of receipt. 
 
General Principles 

 
This complaints procedure will: 
 
 Encourage resolution of problems by informal means wherever possible; 
 Be easily accessible and publicised 
 Be simple to understand and used 
 Be impartial 
 Be non-adversarial 
 Allow swift handling with established time-limits for action and keeping 

people informed of the progress 
 Ensure a full and fair investigation by an independent person where 

necessary 
 Respect people’s desire for confidentiality 
 Address all the points at issue and provide an effective response 
 Provide information to the school’s SMT so that services can be improved. 
  
 
 
Principles of Investigation 

 
Principles of investigation to be followed in this procedure; 
 
 To establish what has happened so far, and who has been involved; 
 To clarify the nature of the complaint and what remains unresolved 
 To meet with the complainant or contact them (if unsure or further 

information is necessary) 
 To clarify what the complainant feels would put things right 
 To interview those involved in the matter and/or those complained of, 

allowing them to be accompanied and supported if they wish. 
 To conduct interviews with an open mind and be prepared to persist in 

questioning 
 To keep notes of every interview 
 
Managing Complaints 

 
Recording Complaints 

 



 
 
Complaints Policy – Cavendish School 
 

 

3 

A complaint may be made in person, by telephone, in writing or on the 
complaint form. At the end of the phone call or meeting the member of staff 
will check that they have all the information and a clear understanding of the 
issues. A brief note of meetings and telephone calls can be kept and a copy of 
any written response added to the record. The school will record the progress 
of the complaint and the final outcome. 
 
Reviewing the complaints procedure 

 
The SMT will monitor the level and nature of complaints and review the 
outcomes on a regular basis to ensure effectiveness of the procedure and 
make changes where necessary.  Records of complaints should be noted and 
the level and outcome of each complaint maintained. 
As well as addressing individual complaints the process of listening to, and 
resolving complaints will contribute the improvement of the school. When 
individual complaints are heard the school may identify underlying issues that 
need to be addressed. Monitoring and review of complaints is a useful tool in 
evaluating the schools success. There is a legal requirement for the 
complaints procedure to be publicised. The school has decided to fulfil this 
requirement by putting details of the Complaints Procedure in the information 
given to new parents/carers when their students join the school. (either in the 
school prospectus or in the new pupil pack-model paragraph is attached). 
 
Resolving Complaints 

 
Complainants will be encouraged to state what actions they feel might resolve 
the problem at any stage. An admission that the school could have handled 
the situation better is not the same as an admission of negligence. An 
effective procedure helps to identify areas of agreement between the parties. 
It is important to clarify any misunderstanding that might have occurred as this 
can create a positive atmosphere in which to discuss any outstanding issues. 
 
If the Complaint has Foundation 

 
 At each stage in the procedure the school will seek to resolve the 

complaint.  It might e sufficient to acknowledge that the complaint is valid 
in whole or in part. In addition it may be appropriate to give on one or more 
of the following: 

 An apology 
 An explanation 
 An admission that the situation could have been handled differently or 

better 
 An assurance that the event complained of will not recur 
 An explanation of the steps that have been taken to ensure that it will not 

happen again 
 An undertaking to review school policies in the light of the complaint. 
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However it may be that there are other outcomes as follows: 
 
 There is insufficient evidence to reach a conclusion, so the complaint 

cannot be upheld. 
 The evidence does not substantiate the concern. 
 The concern was substantiated in part or in full. (Some details may then 

be given of action the school may be taking to review procedures etc. but 
details of the investigation or of any disciplinary procedures will not be 
released). 

 The matter has been fully investigated and that appropriate procedures 
are being followed, which are strictly confidential (e.g. when staff 
disciplinary procedures are being followed). 

 
The Stages of Complaints 
 
The school complaint procedure has well defined stages. There may be on 
occasion be the need for some flexibility; for example the possibility of further 
meetings between the complainant and the member of staff directly involved.  
Also, the Head teacher may require further investigations after a meeting with 
the complainant. 
 
Three stages are set out: 
 
Stage 1: complaint heard by staff member concerned 
 
Stage2:  complaint heard by Head teacher or representative 
 
Stage3:  complaint reviewed by the Managing Director and Head teacher 
 
Stage 1 

 
The complainant is normally expected to arrange to communicate directly with 
the member of staff concerned.  This may be letter, by phone or in person by 
appointment.  Simple clarification or the provision of information may resolve 
many concerns and it is anticipated that most complaint will be resolved by 
this informal stage. The parent/carer can be accompanied at these meetings if 
they feel it would be of benefit to the outcome of the meeting. 
In the case of serious concerns it may be appropriate to address them directly 
to the Head teacher. An unreasonable refusal by the complainant to attempt 
an informal resolution may result in the process being terminated. 
It is important to ensure that the complaints procedure allows for written 
records to be kept through out, and these remain confidential, whether the 
matter was resolved or not.  
 
Stage 2 
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If the complaint is not resolved at stage 1, the complainant must either put in 
the complaint in writing or pass it to the Head teacher or ask for a meeting 
with the Head teacher. The Head teacher may delegate to an SMT member 
the responsibility to deal with the complaint.  It will take place within 5 working 
days other than in exceptional circumstances. If writing the complainant 
should include detail which might assist in the investigation, such as names of 
potential witnesses, dates, times, events and copies of relevant documents. In 
addition the Head teacher should meet with the complainant to clarify the 
situation and nature of the complaint. The procedure must allow for parents to 
be accompanied if they wish and it would benefit the outcome. The school 
would expect that they would be informed prior to the meeting if the parent 
was being accompanied and by whom and what capacity. 
 
The Head teacher will collect such other evidence as is deemed necessary.  
Where this involves an interview with a member of staff, who is the subject of 
the complaint, a friend or representative may accompany that member of staff 
if they wish. 
 
The investigation will begin as soon as possible and when it has been 
concluded the complainant, and members of staff concerned will be informed 
in writing as to the findings, the outcome and any recommendations. This will 
take place within 5 working days. 
 
If the complainant is not satisfied with the manner in which the process has 
been followed, the complainant may request that Managing Director review 
the complaint. The request should be made in writing to the Managing 
Director via the school. 
 
Stage 3 

 
A committee of at least 3 or 5 staff members, including the Managing Director, 
shall conduct this review of the process, followed by the Head teacher.  There 
is provision for the committee to have at least one person that they can call on 
who is independent of the school. The matter may be considered through 
written submission or by an oral submission, the format to be decided by the 
Managing Director on the advice of the Head teacher. The complainant 
should make this request in writing via the school and the committee aim to 
complete this process within fifteen days. 
 
The Composition of the Complaints Committee 

 
Individual complaints should never be considered by the whole complaints 
committee, as this could compromise the impartiality of any committee set up 
for a subsequent disciplinary or grievance meeting concerning a member of 
staff. A number of members will be nominated to form the panel with 
delegated powers to hear complaints at that stage.  It is important that stage 3 
is independent and impartial and that it is seen to be so. No member can sit 
on any panel or committee if they have had a prior involvement in the 
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complaint or in the circumstances surrounding it. In deciding the make up of 
the committee, members need to try to ensure that it is a cross section of 
members and sensitive to the issues of race, gender and religious affiliation.  
The committee must appoint a chairperson. A checklist for the meeting should 
be used and is based on the Head teacher and the complainant being present 
at the same time. There are occasions when this is not the most appropriate 
arrangement and in these cases the complainant will be seen first and the 
Head teacher second. 
 
The Remit of the Complaints Committee 
 
The committee’s terms of reference will be; 
 
 Considering individual appeals 
 Making recommendations on policy as a result of complaints 
 Ensures that the procedure provides for the panel to make findings and 

recommendations which stipulate that the complainant, proprietor and 
headteacher and where relevant the person complained about are given a 
copy of any findings and recommendations. 

 Ensures that procedures provide for all correspondence, statements and 
records of complaints are kept confidential.  

 
The committee can: 
 
 Dismiss the complaint in whole or in part: 
 Uphold the complaint in whole or in part: 
 Decide on the appropriate action to be taken to resolve the compliant: 
 Recommend changes to the school systems or procedures to seek to 

ensure that problems of a similar nature do not recur. 
 
The Head teacher has a statutory duty for the internal organisation and 
management of the school, which must be carried out in accordance with any 
rules, regulations or policies, laid down by the school. Therefore the remit for 
the committee members’ consideration is that if there is a complaint about a 
matter of internal organisation and control the concern will be as to whether 
the Head teacher has followed any relevant school policies: it is not to 
substitute its own operational judgement, which is for the Head teacher. 
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The Role of the Clerk 

 
The committee considering complaints must be clerked as it has delegated 
powers.  The role of the clerk is to record the proceedings, this can be carried 
out by one of the members. 
The school should: 
 Set the date and time and venue of the meeting, ensuring that the dates 

are convenient to all parties and that the venue and proceedings are 
accessible.  

 Collate any written material and send it to the parties in advance of the 
meeting 

 Meet and welcome the parties as they arrive at the meeting 
 Notify all parties of the committee’s decision 
 Ensure the procedure provides for written records to be kept of all 

complaints whether resolved at an early stage or proceed to a committee 
meeting. 

 
The Role of the Chair of Committee 

 
The role of the Chair of the Committee is to ensure that: 
The correct procedure is followed 
 Arrangements made for meeting the complainant 
 No member of the committee has a vested interest in the outcome of any 

proceedings 
 The remit of the committee is explained to all parties, and each party has 

the chance to put their case without interruption. 
 The issues are addressed 
 All parties see written material.  
 The Committee is open-minded and acts independently. 
 
Specifically in relation to oral submissions, the Chair of the Committee should 
ensure: 
 
 Parents and others who accompany them, may not be used to speaking at 

such a meeting are put at their ease. 
 The meeting is conducted in an informal manner with each party treating 

the other with respect and courtesy. 
 Each party will be reminded of the confidential nature of the meeting and 

that a written record of what transpires will be made and held securely. 
Copies of findings and any recommendations will be shared with all 
parties. 

 Each side is given the opportunity to state their case and ask questions. 
 
The Committee Meeting 
 
Written Submissions 
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The Committee will first receive written evidence from the complainant. 
 
The Head teacher will then respond to these complaints. The Committee may 
also need to have access to any records kept of the process. 
 
Oral Submissions 
There are several points that members sitting on a Complaints Committee 
need to remember: 
a. The aim of the meeting, which needs to be held in private, will always be 

to resolve the complaint and achieve reconciliation between the school 
and the complainant. However it has to be understood that the 
complainant may not be satisfied with the outcome, and it may only 
possible to establish the facts and make recommendations, which will 
demonstrate that the complaints have been taken seriously, and sometime 
is being done. 

 
b. The Committee will understand that many complainants will feel nervous 

and inhibited in a formal setting.  As complainant, parents often feel 
emotional when discussing an issue affecting their child, it can be helpful 
for them to be supported by another adult or representative.  The Chair will 
ensure that the proceedings are as welcoming as possible, the room will 
be laid out in such a way as to not be adversarial. 

 
c. Extra care needs to be taken when the original complainant is a student.  It 

si expected that the parents will represent the child, and the parents need 
to advise the Chair which parts of the meeting, if any, the student needs to 
attend. 

 
A check list can be used and is included. 
 
Notification of the Committees Decision 
The Chair of the Committee needs to ensure that the complainant and the 
Head teacher are notified of the Committee reaching a decision. 
 
The decision may be that: 
 There is insufficient evidence to reach a conclusion, so the complaint 

cannot be upheld. 
 The evidence does not substantiate the concern. 
 The concern was in part or whole substantiated but the proceedings did 

not affect the outcome significantly and the matter is now closed. 
 The matter was substantiated in part or full and the Committee will take 

urgent steps to prevent a recurrence or to rectify the situation. 
 
Model letters have been included. 
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If the complainant is still not satisfied then they can contact their LEA through 
the SEN Complaints procedures. However, other than in exceptional 
circumstances the complainant will be referred by the schools own complaints 
procedure process. 
 
 
The following documents are to be printed with this policy: 
 
Parent Complaints Procedure 
Complaints Form 
 
The following documents are template letters, these are stored in the 
company documents under “Complaints Policy”: 
 
Model Letter – Complaint Not Heard 
Model Letter – Decision Notification 
Model Letter – Review Outcome 
 
 
 
 
Reviewed: October 2016  
Review Date: October 2017  
 
Sara Craggs 
Head Teacher 
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Appendix 1 
 
Section 29 of the Education Act requires that: 
 
1. The governing body of a maintained school shall- 
 
a) Establish procedures for dealing with all complaints relating to the school or to provision 

of facilities or services under section 27, other than complaints failing to be dealt with in 
accordance with any procedures required to be established in relation to the school by 
virtue or a statutory provision other than this section and 

b) Publicise the procedures so established. 
 
2. In establishing or publicising procedures under subsection (1), the governing body shall 

have regard to any guidance from time to time (in relation to England) by the Secretary of 
State. 

 
Although Cavendish School is an independent special school, it is closely affiliated to a 
number of Local Education Authorities. 
 
 
 
 
 

 


