
CASTLESIDE COUNTY PRIMARY SCHOOL 

 

GENERAL SCHOOL COMPLAINTS PROCEDURE 

 

Introduction 

 

1. Because the education of the pupils and students that attend this school is very 

important and the school is part of the community, the action of the 

individuals who work in it will and should be open to comment, question and, 

sometimes, criticism. These concerns are either sorted out informally, often as 

a result of discussion, or become formal complaints. This document sets out a 

way that general school complaints can be managed informally and, if 

necessary, via a formal procedure. 

 
2. This document also provides information on how other specific types of 

complaints may be progressed. 

 

Which complaints are covered by the General School Complaints Procedure? 

 

3. Most matters to do with the management of the school are the responsibility of the 

school Governing Body (e.g. how children are taught and the behaviour of staff). 
It is appropriate for these issues to be resolved in school and/or by the school 

Governing Body. 

 
4. Other matters are the responsibility of the Local Education Authority (LEA). It is 

appropriate for these matters to be resolved by procedures established by the LEA. 

 

5. A general school complaints procedure only applies to complaints that are the 
responsibility of the school Governing Body and are not covered by other separate 
procedures. 

 

Which complaints are NOT covered by a General School Complaints Procedure? 

 

6. Complaints about the following issues have their own, separate, procedures 
and cannot be considered under this document:  

 

matters that are the responsibility of the Local Education Authority 

conduct of staff at the school  
content of a statutory statement of special educational needs   
pupil admissions  
pupil exclusions 



the national curriculum and related issues including religious 

education child protection 

 

Please see Appendix 2 of this document for information about where to direct 
complaints about these issues. 

 

7. If you are unsure whether your complaint is a school or LEA matter please contact 
the School and Governor Support Service (a list of useful telephone numbers and 

e-mail addresses is given at the end of this document). 

 

Quick, Effective, Full and Fair Consideration 

 

8. All complaints will be dealt with as quickly and efficiently as possible. The period 
of consideration will vary with the gravity and complexity of the complaint and 

the urgency with which it needs to be settled. 

 

How does listening to a concern affect the role of a governor? 

 

9. Although governors will wish to be helpful, reassuring any concerned parent 
that an issue will be handled fairly, taking part in such discussions can later 
prejudice their involvement. Governors are, therefore, advised to either: 

 

(a) make this difficulty known and refer the parent to the Headteacher; or 

 
(b) listen in order to help resolve the concern but accept this will prejudice 

their impartiality if the issue develops. This may mean that the governor 
concerned may not participate in any consideration of this complaint by the 

Governing Body or any of its Committees. 
 

Who will deal with your complaint? 

 

* Stage 1 – First Contact – Informal Stage 

 

10. Parents or carers should be provided with an opportunity to discuss any concern 

with the appropriate member of staff. The member of staff should try and clarify 

with the parent the nature of their concern and assure them that the school wants 

to listen and resolve their concerns. In response the member of staff may explain 

to the parent how the situation happened. It can be helpful to identify at this point 

what sort of outcome the parent is looking for. 



11. If the member of staff first contacted cannot immediately deal with the matter they 
should note the details of concern and refer it to the appropriate person e.g. 
Headteacher, Deputy Headteacher. 

 
12. The member of staff dealing with the concern should ensure that the parent or 

carer clearly understands: 
 

 what action has been agreed;  

when they may be provided with a response if one can not be provided 
immediately. (Other than in exceptional circumstances a response should be 

provided within 10 school days);  

 

13. The member of staff should also arrange for the matter to be put in writing if 
this seems the best way of making things clear. 

 
 
 
14. If the parent or carer is not satisfied with the response they should request that 

their concerns be referred to the Headteacher (if they have not already dealt with 

the issue). The Headteacher will seek any necessary clarification of the concerns 

including interviewing the parents where this would be helpful. The Headteacher 

will advise the parents of the outcome of their consideration. Other than in 

exceptional circumstances the Headteacher should provide a response to the 

parent or carer within 10 school days of them requesting the involvement of the 

Headteacher. 
 
 
 
15. In the response they receive from the Headteacher the parents and/or carers 

should be made aware of the procedure for considering their concerns further 
should they not be satisfied after this informal stage has been completed. 

 
 

 

* Stage 2 – Formal Consideration. 

 

16. Where a parent or carer has made an approach to the school through the 

informal stage and is not satisfied with the outcome, they should write to the 
Headteacher giving details of their concerns and asking for the matter to be 

given further consideration. 

 
17. Such letters need only be a simple statement. Parents who feel unable to write a letter 

may contact the Education Welfare Service who may be able to provide help. The 

contact telephone number for the Education Welfare Service is given at the 



end of this document. 

 

18. All complaints reaching this stage will be logged and acknowledged immediately 

by the school and copied to the Clerk to the Governing Body for information. 

 

19. The Headteacher will seek any clarification necessary about the 
complaint including interviewing the parent where necessary. 

 

20. The Headteacher may also seek any necessary advice on the matter. 

 
21. Other than in exceptional circumstances the parent or carer should receive a 

written response from the Headteacher that addresses their concerns within 
15 school days of receipt of their letter by the Headteacher. 

 
22. Where a parent or carer is not satisfied with the outcome of this formal stage, they 

have 20 school days, from the date of the Headteacher’s letter to register the 

complaint with the Clerk of the Governing Body of the school c/o The School and 

Governor support Service, Education Department, County Hall, Durham DH1 5UJ. 
 
 

 

* Stage 3 - Appeal – Referral To The Governing Body 

 

23. Where a parent or carer has made an approach to the school through the formal 
stage and is not satisfied with the outcome, they should write to the Clerk of 

the Governors giving details of their concerns and asking for an appeal against 
the decision or action taken by the Headteacher. 

 
24. The Governing Body of the school will only hear appeals that have already 

progressed through stages 1 and 2 of this procedure. 

 
25. On receipt of a written request for an appeal from a parent or carer, the Clerk to the 

Governing Body will;  

 

immediately log and acknowledge receipt of the appeal; check 

that the complaint has already completed Stages 1and 2; 
 

check that the 20 school day period since Stage 2 was complied with; 
 

seek any clarification necessary about the nature of the complaint and/or the 
appeal  

 arrange for the Governing Body to consider the appeal as soon as it is 

practical to do so and, other than in exceptional circumstances, within 

20 school days of receipt of the letter requesting an appeal; and 



 invite the parent and any representative to the meeting 

 

26. A Committee of the Governing Body will consider the appeal with the parent or 

carer and their representative, who will be given an opportunity to address them. 

The Headteacher will also be given an opportunity to address the Governors. A 

detailed procedure covering the conduct of this meeting is attached. 

 

27. The Clerk to the Governing Body will notify in writing the outcome of the 
appeal to the parent or carer and Headteacher within 5 school days. 

 
 

 

This concludes the process for considering a general complaint. 
 
 

 

Policy Review Date.  

28. This Policy was agreed by the school Governing Body during the Autumn 
Term 2012 and should be reviewed by no later than the Autumn Term 2015. 

 
 

 

Note.  

29. Where there is a specific complaint about the conduct of a member of staff, including 

the Headteacher, it may be more appropriate for it to be considered under the separate 

disciplinary process where the findings and outcomes are confidential. 

 

30. Where a complaint is made which relates to the Headteacher, the chair of the 

Governing Body is responsible for determining whether any issue should be 
progressed via this or any other school procedures, including the 

Disciplinary Procedure. 

 
31. A school day is defined as any day that the school is open for the teaching of 

all pupils. 
 
 

 

Useful Telephone Numbers 
32. School and Governor Support Service - Tel: 03000 265 700  

Kath Allison E-mail: kath.allison@durham.gov.uk 

 

33. Education Welfare Service  

Sarah Jeary E-mail: sarah.jeary@durham.gov.uk 



APPENDIX 1 
 

 

Flow Chart: Stages for Handling Complaints 
 

 

Expression of concern to member of staff  


 

STAGE ONE:  
INFORMAL  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

STAGE TWO: 
FORMAL  

CONSIDERATION  

 

Satisfactory outcome reached? 
 

No Yes 


 No further action 


 

Refer to Headteacher 


 

Satisfactory outcome reached? 
 

No Yes 


 No further action 


 
 

 

Complainant makes written complaint to 
Headteacher 


 

Investigation conducted and reported to 
complainant 


 

Satisfactory outcome reached? 
 

No Yes 


 No further action 


 
 
 
 
 

 

STAGE THREE:  
APPEAL TO THE  

GOVERNING  
BODY 

 
 
 

 

Complainant asks for an appeal, against the  
decision of the Headteacher, to Governing Body 

within 28 days via Clerk to Governors 


 

Appeal - Governors Meeting 
Complainant and Headteacher attend 


 

Parents/carer and Headteacher notified of 
outcome within 7 days 



APPENDIX 2 

 

THE “WHERE” GUIDE TO COMPLAINTS 
 

Types of Complaint Appropriate Procedure Contact 

General School Complaints School Complaints Headteacher of School 
(not including the areas Procedure  

listed below)   

Matters the responsibility of Local Education Authority Policy and Planning Unit, 
Local Education Authority Complaints Procedure Education Department, 

only e.g. Home-to-School  County Hall, Durham 

Transport   

Complaints about the National Curriculum and Head of Access & Inclusion 
School Curriculum Religious Education Education Department, 

 Complaints Procedure County Hall, Durham 

Conduct of school staff School Disciplinary Headteacher of School 

(except the Headteacher) Procedure  

Conduct of the Headteacher School Disciplinary Chair of the school 

 Procedure Governing Body via the 

  Clerk to the Governing 

  Body 

Special Educational Needs Various – provided for by Special Needs Service, 
review of or content of 1996 Education Act Education Department, 

statutory staement  County Hall, Durham 

Admissions of Pupils to:   

County or Controlled Independent Appeal Panel Admissions Team, 
Schools (non-admission) Education Department, 

  County Hall, Durham 

Church (Aided) Schools Appeal Panel Governing Body of school 

 (non-admission)  

Exclusion of Pupils:   

County or Controlled Provision of 1993 Education Pupil Casework Team, 
Schools Act Education Department, 

  County Hall, Durham 

Church (Aided) Schools Provision of 1993 Education Governing Body of school 

 Act  

Child Abuse Area Child Protection Head of Access & Inclusion 

 Committee, Child Education Department 

 Protection Procedures County Hall, Durham 

    



APPENDIX 3 

 

STAGE 3 – APPEAL TO THE GOVERNING BODY 

 

SUGGESTED PROCEDURE FOR A GOVERNING BODY MEETING DEALING 

WITH A FORMAL PARENTAL COMPLAINT 

 

1. The Chair opens the meeting explaining that the purpose of the meeting is to 
hear the appeal of the parent or carer against the decision taken by the 

Headteacher to resolve the parental complaint. Both the Headteacher and 
parent/carer are present until item 8 of this procedure. 

 

2. The parent or carer presents his/her case stating the issues clearly. 

 
3. Governors, Headteacher, and any representative of the Director of Education, have 

an opportunity to ask questions of the parent or carer seeking clarification. 

 
4. The Headteacher provides details of how the concerns have been handled and 

details of any action taken. 

 
5. The parents or carer, governors and any representative of the Director of 

Education have an opportunity to ask questions of the Headteacher. 

 

6. The Headteacher sums up. 

 

7. The parent or carer sums up. 

 
8. The Headteacher and parent or carer leave to allow the Committee to consider 

the concerns, if appropriate. 

 
9. The Clerk to the Governing Body will confirm to the Headteacher and parent or 

carer, in writing, the Committees decision (usually within 7 calendar days of 
the meeting). 

 
 
 

 

Mrs. A. Spence 

Date: November 2017 

 
 
 
 
 

 

Review: November 2020 


