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HIGHFIELDS SCHOOL 
 

Complaints Procedure 
 

If you have a complaint to make about an element of the school’s policies, procedures or practices 
there are several routes that you could go down which are outlined below. 

 

This procedure applies to most general complaints received by the school. If your concern relates 
to admissions, exclusions, religious education and collective worship, SEND assessments or child 
protection allegations there are existing statutory bodies, personnel or other procedures for dealing 
with these issues which we will be able to support you with. If you do not have a child in school but 
would still like to raise a concern or make a complaint please follow the same process below. 

 

Please be assured that we take all concerns and complaints seriously and will make every effort to 
deal with these at the earliest opportunity. We would, however, be grateful if you could inform us 
of your concerns as soon as possible after the issue has arisen. 

 

Stage 1: Informal Discussion and Resolution 
 

Any concerns or complaints that you may have should be raised promptly with the relevant Year 
Team, Form Tutor, Head of Department or member of the Senior Leadership and Management 
Team responsible for the issue or area that you are concerned about. This may be through a 
telephone call or email but we would suggest that the most productive method is often to arrange 
to meet with the appropriate member of staff. 

 

We would hope that the vast majority of concerns and complaints can be resolved in this manner 
and would ask you to seriously consider this route first before moving to the next stage of the 
process. If your concern relates to the Headteacher you should refer the matter to the Chair of 
Governors. 

 

You should always be informed of the school response to, or outcome of, any concerns or complaint 
that you have raised in a timely and appropriate manner. If you are not satisfied, you can request 
that your concern be raised with that member of staff’s immediate Line Manager or you may decide 
to progress to Stage 2. 

 

Stage 2:  Formal Complaint 
 

If you feel that your concern or complaint has not been resolved through informal discussions, you 
will need to complete the Formal Complaint Form for the attention of the Headteacher or for the 
Chair of Governors. Please ask us if you would like any help in completing the form. We will 
acknowledge receipt of your written complaint, usually within 3 school days, either orally or in 
writing, with a brief explanation of the process that will follow. It may be that the Headteacher, or 
Chair of Governors, will offer the opportunity for an initial face to face meeting to further clarify the 
issues raised. 
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For each complaint dealt with under the formal complaints procedure, the Headteacher or Chair of 
Governors will need to determine who has responsibility to investigate and respond to that 
complaint, including consideration of the extent of their own involvement in the process. The 
member of staff designated to investigate the complaint will: 

 

 Clarify the nature of the complaint 

 Establish what has happened so far and who has been involved 

 Ensure that the issues have been dealt with properly and fairly 

 Contact the complainant or meet with them if necessary 

 Clarify what the complainant feels would resolve the matter 

 Interview those involved in the matter, allowing them to be accompanied if they wish 

 Keep notes of any interviews 

 Make clear recommendations for a resolution of the complaint if appropriate 
 Inform the complainant either in writing or in person, usually within 10 school days, of the 

outcome of the investigation. If additional time is required the complainant should be 
informed. 

 

If it becomes apparent that the complaint is a disciplinary or capability issue, then the matter will 
be dealt with through the relevant school procedures rather than the complaints procedure. You 
will be notified if this is the case with your complaint, but please be aware you are not entitled to 
know the details of the procedure or the final outcome. 

 
If you are not satisfied with the outcome from Stage 2, or you are dissatisfied with the way in which 
your concern or complaint has been handled, you may choose to refer your complaint to Stage 3 or 
Stage 4 of the Complaints Procedure. This must be done in writing to the Clerk of Governors within 
10 school days of the completion of Stage 2. 

 

Stage 3: Review by Chair of Governors 
 

You may choose initially to refer the matter to the Chair of Governors for a review of the actions 
taken by the school so far. No further documentation is required. Your letter will be acknowledged 
within 5 school days and the Chair of Governors will be provided with all of the relevant 
documentation held by the school within the same time period. 

 

The Chair of Governors will review all of the documentation received and consider the matter raised 
in the complaint and any previous investigation. The Chair of Governors may deem it appropriate 
to meet with you as the complainant but this will usually be after the review has taken place with 
the aim of reaching a mutually acceptable resolution. 

 
The Chair of Governors will write to you confirming the outcome of their review within twenty 
school days of receiving your complaint. This will detail the findings and conclusions of their review 
with reasons for any decisions made. 

 
If you remain unsatisfied with the outcome of this review, you should write to the Clerk of Governors 
within 5 school days to request an Appeal Panel Hearing. 
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Stage 4: Appeal Panel Hearing 
 

Complaints should only rarely reach this stage. On receipt of a formal Stage 4 complaint to the Clerk 
to Governors, we will convene a hearing by an Appeals Panel within 15 school days, of which you 
will be given at least 5 school days’ notice. You will have the opportunity to submit further written 
evidence on the complaint prior to the Appeal Hearing (at least 5 school days before the hearing) 
and also to attend, accompanied by a friend or representative if you wish, to put your case. 

 

Composition of the Appeal Panel 
 

The Panel will consist of two Governors and an independent person. The Panel will appoint a Clerk 
who will make notes during the Appeal Hearing. Panel members will have had no prior involvement 
with the complaint. 

 

Role of the Appeal Panel 
 

The aim of the hearing will always be to resolve the complaint and achieve reconciliation between 
the school and the complainant. However, it may only be possible to make recommendations. 

 

The panel may: 
 

a. dismiss the complaint in whole or in part 
b. uphold the complaint in whole or in part 
c. decide on the appropriate action to be taken to resolve the complaint 
d. recommend changes to the Academy’s systems or procedures to ensure that problems of a 

similar nature do not recur. 
 

The Clerk of the Appeal Panel will write to the complainant and the Headteacher with the Panel’s 
decision within five school days.  The Decision of the Appeals Panel is binding on both parties. 

 

Timescales 
 
Although every effort will be made by the school to comply with the time limits specified at each 
stage of the process, it may not be possible to do so due to the complexity or number of issues 
involved. In cases where a timescale cannot be complied with, we will contact you with an 
explanation of the reasons for this and a revised timescale for resolution. 

 

Complaint to the Education & Skills Funding Agency (ESFA) 
The ESFA will not usually investigate complaints until the Academy’s own complaints procedure, 
including any appeal, has been exhausted. 

 
The ESFA will consider a complaint through its online enquiry form which can be found HERE 
(https://www.education.gov.uk/help/contactus/dfe). The site gives an overview of the 
responsibilities of academies to deal with a complaint, the ESFA’s remit and how they will assess a 
complaint.  The ESFA will not usually investigate complaints more than twelve months after the 
decision or action was taken by the Academy. 

https://www.gov.uk/government/publications/complain-about-an-academy/complain-about-an-academy
https://www.education.gov.uk/help/contactus/dfe
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Highfields School Complaints Procedure 
 

 

Matter not resolved? 
 

 

Matter not resolved? 
 

 

Matter not resolved? 
 

 

Further action? 
 

 

 

 
The ESFA will usually only consider complaints after the above stages have 

been exhausted. 

 

 

Appeal Panel – Stage 4 

Write to Clerk of Governors who will convene an Appeals Panel. Attend the Appeals 

Panel hearing (with a representative if you wish). You will be notified of the Appeal 

Panel’s decision, the outcome of which is final. 

 
 

Review by Chair of Governors – Stage 3 

Refer your complaint to the Chair of Governors to review the school’s actions to date 

and inform you of the outcome of the review. 

 
 

Formal – Stage 2 

Complete the Formal Complaint Form and send to the Headteacher (or Chair of 

Governors if the complaint is about the Headteacher). An appropriate investigating 

officer is appointed to look into the matter and inform you of the outcome. 

Informal – Stage 1 

Inform the appropriate member of staff of your concern. Member of staff looks into 

matter and advises you of the outcome. 


