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Complaints Procedure Stage 1: investigation by the Headteacher

2.1 Complaints at this stage need to be recorded in writing. Complainants
may also make their complaint verbally and can expect help to put their
complaint in writing.

2.2 The Headteacher (or designated person) will acknowledge the complaint in
writing within three working days of receiving the written complaint. The
acknowledgement will give a brief explanation of the school’s complaints
procedure and a target date for providing a response to the complaint. This
should normally be within ten working days. If this proves
impossible, a letter will be sent explaining the reason for the delay and
giving a revised target date. This will be within a maximum of 20 working
days unless it is a particularly complex issue.

2.2 The Headteacher will provide an opportunity for the complainant to meet
them to supplement any information provided previously or to record the
complaint in writing if it has been made verbally. It will be made clear to the
complainant that if s/he wishes s/he might be accompanied to any meeting
by a friend, relative, representative or advocate who can speak on his/her
behalf or to provide support.

2.3  If necessary the Headteacher will interview other parties and take
statements from those involved. If the complaint centres on a pupil, the
pupil should also be interviewed unless this is judged not to be in the
interests of the pupil’s welfare. Pupils should normally be interviewed with
parents/guardians present, but if this would seriously delay the investigation
of a serious/urgent complaint or if the pupil has specifically said that s/he
would prefer that parents/guardians were not involved,
another member of staff with whom the pupil feels comfortable should be
present. If a member of staff is complained against, they must have the
opportunity to present their case.

2.4 The Headteacher will keep written records of meetings, telephone
conversations and other documentation.

2.5 Once all the relevant facts have been established as far as possible, the
Headteacher will then produce a written response to the complainant,
including a full explanation of the decision and the reasons for it. Where
appropriate, this will include what action the school will take to resolve the
complaint. The complainant will be advised that should s/he wish to take the
complaint further s/he should notify the Chair of Governors within 20
working days of receiving the letter.

2.6 If the complaint is against the Headteacher, or if the Headteacher has
been closely involved in the issue, the Chair of the Governing Body will

carry out all the Stage 1 procedures.
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