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1. Statement of intent 

Yavneh Primary School aims to resolve all complaints at the earliest possible stage and is 

dedicated to continuing to provide the highest quality of education possible throughout the 

procedure.  

 

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. Once a complaint has been made, it can be resolved 

or withdrawn at any stage. 

 

2. Introduction 

• We strive to provide a good education for all our children. The Headteacher and staff work 

very hard to build positive relationships with all our parents. However, the school is obliged 

to have procedures in place in case there are complaints by parents or guardians. The 

following policy sets out the procedures that the school follows in such cases. 

• If any parents are unhappy with the education that their child is receiving, or have any 

concerns relating to the school, we encourage them to talk to the child's class teacher. 

• We aim to create an atmosphere in school where families feel comfortable approaching 

members of staff to voice any concerns they may have. 

• We have a clear graded procedure of registering complaints that encourages all 

complaints, wherever possible to be considered and hopefully resolved informally.  

• We will not be able to investigate an anonymous concern or complaint under this 

procedure, unless there are exceptional circumstances. 

• To enable a proper investigation, concerns or complaints should be brought to the 

attention of the school as soon as possible, within three months of the event being 

complained of.  

3. Aims and objectives 

• Our school aims to be fair, open and honest when dealing with any complaint. We give 

careful consideration to all complaints, and deal with them as swiftly as possible. We aim to 

resolve any complaint through dialogue and mutual understanding. In all cases, we put 

the interests of the child above all else. We provide sufficient opportunity for any complaint 

to be fully discussed, and then resolved. 

 

If you are a parent wishing to complain please follow the procedures in section A. If you are 

an external stakeholder, please follow the guidance in section B.  

 

Section A: 

 

4. The formal Complaints Procedure will be as follows: - 

 

a) The complainant must put the complaint in writing, addressed to the Headteacher, 

setting out the facts in full and stating what it is that the complainant considers should 

have been done or where the School has not met reasonable expectations. 
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b) The Headteacher will appoint a member of the Senior Leadership Team, to investigate 

the complaint. They will report their findings to the Headteacher.  The Headteacher will 

respond to the complaint in writing, within 15 school days of the written complaint 

being received. 

 

c) If the complaint is about the Headteacher, it must be raised in the first instance with the 

Executive Headteacher who will, if an informal resolution cannot be reached, 

designate a Trustee to investigate in the same way as outlined in steps a) – b) above. 

 

 

            5. If the complainant is not satisfied with the response of the investigator, she/he may request 

that the complaint be considered by the Complaints Panel of the Academy Trust. They (unless 

the complaint is about the Headteacher) shall have a discretion, which will be exercised 

reasonably, not to allow a complaint to proceed to the Complaints Panel if the complainant 

has not sought to resolve the matter by responding to the investigator’s report in a reasonable 

and measured way. Responses to the investigators report should be addressed to the 

Headteacher.   

 

  

a) The Complaints Panel will comprise at least three people, 2 Trustees and at least one 

person who is independent of the management and running of the School and who is 

not directly involved in the matters detailed in the complaint.  

 

b) The complainant’s request must be made in writing, addressed to the Chair   

of Trustees, within 10 school days of the response being sent to the complainant and 

must set out the reasons why the complainant is dissatisfied with the response. 

 

c) The Chair of Trustees will invite the School to put in writing its response to the 

complainant's reasons.  The School will do this within 15 school days and at the end of 

that period (whether or not the school has responded) the Chair of Trustees will 

convene a meeting of the Complaints Panel (the Panel) of the Multi Academy Trust 

Board ("MAT Board").  That meeting will be held as quickly as practicable given the 

need to find a date that is reasonably convenient for the complainant, the School 

and the members of the Panel.  Whenever possible, the meeting will be held within 15 

school days of the end of the School's response time.  At any meeting, the 

complainant will be entitled to be accompanied by a third party but legal 

representation will not be allowed. 

 

d) The meeting will be as informal as circumstances allow.  The complainant will have 

the opportunity to put her/his reasons for dissatisfaction and to enlarge on them but 

may not introduce reasons that were not previously put in writing.  The School will 

have the opportunity to put its side of things and each side, as well as the Panel 

members, will be able to ask questions.  The complainant will have the opportunity to 

make final comments to the Panel. 

 

e) The Panel may make findings and recommendations and a copy of those findings 

and recommendations will be given to the complainant and the person complained 

about, where relevant, and the Headteacher.  A full copy of the findings and 

recommendations will be available on the school premises for inspection by the 

proprietor and the Headteacher.   

 

f)    The Panel will formulate its response as quickly as reasonably possible, aiming to do so 

within 10 school days, and the Clerk to the Trustees will notify all concerned. 
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g) A written record will be kept of all complaints, and of whether they are resolved at the 

preliminary stage or proceed to a panel hearing 

 

h) 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 162A of the Education Act 2002 requests access to them. 

 

Section B 

 

External stakeholders wishing to complain must put the complaint in writing, addressed to the 

Headteacher, setting out the facts in full and stating what it is that the complainant considers 

should have been done or where the School has not met reasonable expectations. 

 

Yavneh Primary School will not consider anonymous complaints nor complaints which refer to 

circumstances that are older than 6 months old.  

 

i) The Headteacher will appoint a member of the Senior Leadership Team, to investigate 

the complaint. They will report their findings to the Headteacher.  The Headteacher 

will respond to the complaint in writing, within 15 school days of the written complaint 

being received. 

 

j) If the complaint is about the Headteacher, it must be raised in the first instance with the 

Executive Headteacher who will, if an informal resolution cannot be reached, 

designate a Trustee to investigate in the same way as outlined in steps a) – b) above. 

 

 

This policy will be reviewed every one – two years or earlier if necessary.  

 

 

 

This policy was reviewed on 27th November 2022  

 

 

 

Date of next review: November 2024 
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Appendix 1  

Complaints Flow Chart 

Stage 1 

Informal Complaint 

Stage 1 – Informal Resolution 

• If a parent is concerned about anything to do with the education that we are 

providing, or about another aspect of our school’s provision they should, in the first 

instance, always discuss the matter with the member of staff concerned. This may be 

by letter, by telephone or in person by appointment.  

• If the class teacher cannot resolve the matter alone, it may be necessary for him/her 

to consult the Head of Key Stage or Assistant Head (if s/he is also the Key Stage 

Head).  

• If a complaint is initially directed to the Headteacher / Assistant Head / Head of Key 

Stage, we will usually refer the complaint to the relevant class teacher / Head of Key 

Stage for initial investigation, unless the Headteacher / Assistant Head / Head of Key 

Stage deems it appropriate for him/her to deal with the matter personally at this 

stage. 

• The class teacher / Head of Key Stage / Assistant Head (ie whoever deals with the 

initial complaint at this informal stage) makes a written record of all concerns and 

complaints and the date on which they were received.  Should the matter not be 

resolved within 10 working days or in the event that the class teacher / Head of Key 

Stage / Assistant Head and the parent fail to reach a satisfactory resolution then 

parents will be advised to proceed with their complaint in accordance with Stage 2 

of this Procedure. 

Stage 2 

Formal Complaint 

 

If after following the steps above you are not satisfied with the response, you should put 

your concerns in writing using the form in appendix 2 to the Headteacher.  If your 

complaint is regarding the Headteacher you should write to the Executive Headteacher.  

The Headteacher will investigate your concerns and respond within 15 school days.  

Stage 3 

 

If after following the steps above, you are not satisfied you should write to the Chair of 

Trustees to request the matter be considered by a complaints panel.  Please put your 

concerns in writing using the form in appendix 2.  Your complaint should be addressed as 

follows:   

 

Private and Confidential 

Mrs J Grose 

Chair of Trustees 

Complaints can either be posted to the school or emailed to 

trustees@yavnehcollege.org  

 

The Complaints Panel will comprise at least three people, 2 Trustees and at least one 

person who is independent of the management and running of the school.  

 

Stage 1 and 2 of the complaints process must have been followed before the Chair of 

Trustees is able to investigate.  

 

mailto:trustees@yavnehcollege.org
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Appendix 1 Complaints form to be completed by parent making a complaint 
Name 

 

 

Name of Pupil  

Year Group  

Address 

 

 

 

 

Telephone 

Number 

 

Email Address 

 

 

Please give details below of your complaint: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Date of 

Incident 

 

What action would you like the school to take in order to put things right?  

 

 

 

 

 

 

 

 

 

 

 

 


