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Resolving problems
We have an open door policy at school.
In the first instance many concerns or difficulties can be resolved simply by speaking
with your child’s class teacher or key worker.
If you do not feel that the issue has been resolved you should speak to a member of
the leadership team who will be happy to help. To resolve problems a member of the
leadership team will invite you to a meeting to discuss the matter further and take
relevant action to resolve the problems.
At this stage, if you are not satisfied you may escalate your concern to a formal
complaint following 3 stages.
Stage 1
a) Your written complaint should be made in writing or on a form (see attached). The
school will contact you within 2 school days, where possible, to say they have
received your written complaint;
b) A relevant member of staff will then investigate. If your complaint is about the
Headteacher it should be addressed to the Chair of Governors, Laura Jorgensen;
c) The Headteacher (or Chair of Governors) will then write to you with a decision
where possible, within 10 school days of receiving your complaint.
If you are not satisfied with the decision at the end of Stage 1 you should follow
the guidance below
Stage 2
a) Send your written complaint to the Chair of Governors;
b) The Chair will investigate your complaint and write to you within 10 school days,
where possible, with a decision.
If you are not satisfied with the decision at the end of Stage 2 you should follow
the guidance below
Stage 3
a) If you are not happy with the decision at Stage 2, you should write to the Clerk to
the Governors;
b) The Governing Body Complaints Committee will meet within 20 school days. You,
the Headteacher, the Chairman of Governors and the Local Authority Complaints
Officer will be invited to attend this meeting at least 10 school days before it
happens. This meeting will discuss whether to agree or not with the Headteacher
or Chairs’ decisions.
c) Where a complaints appeal panel is established it should call on three governors
with no prior, direct involvement with the complaint. In deciding the make-up of the
CAP, where possible the governing body will try and ensure that it is a crosssection of the categories of governor.
d) The committee should review the process up until Stage 2:
 Deal with the administration of the procedure;
 Provide independent advice on procedure and evidence;
 Ensure that the relevant facts are established;






Minute the meeting; and
Draft the decision letter.
Everyone at this meeting will receive in writing the decision and
recommendations of the Complaints Committee within 5 school days.
The decision of the committee is final.

Complaining to Ofsted
You can complain to Ofsted about a state school if there’s a problem that affects the
whole school (including childcare) - this includes problems with the quality of
education or poor management.
You should get a response within 30 working days. The response will tell you
if Ofsted will investigate or not, and why.
https://www.gov.uk/complain-about-school
Safeguarding
Any complaint or other notice that suggests that a child has been at risk of significant
harm through violence, emotional abuse, sexual interference or neglect may be
referred without further notice to Children’s Social Care and/or to the social services
authority for the area in which the child lives. If a social services authority decides to
investigate a situation this may postpone or supersede investigation by the head
teacher or governing body.
Role of the Secretary of State, Department for Education
If the complainant is unhappy with the way in which a school has dealt with the
complaint, they may be able to approach the Secretary of State, Department for
Education (DfE) to intervene.
The Secretary of State has a duty to consider all complaints raised but will only
intervene where the governing body has acted unlawfully or unreasonably and where
it is expedient or practical to do so.
The School Complaint’s Unit (SCU) considers complaints relating to Local Authority
maintained schools on behalf of the Secretary of State. More information regarding
what and how they will consider complaints is set out in the DfE’s Best Practice
Advice for School Complaints Procedures:
https://www.gov.uk/government/publications/school-complaints-procedures
More information can be obtained from the SCU by calling the national Helpline on
0370-000- 2288 or going online at www.education.gov.uk/help/contactus or by
writing to: Department for Education School Complaints Unit 2nd floor, Piccadilly
Gate Store Street Manchester M1 2WD 7.4.
The Gov.UK website also has information on how to complain about a school - go to
http://www.education.gov.uk/schools/leadership/schoolperformance/b00212240/maki
ngcomplaint-school

SIR JOHN CASS’S FOUNDATION PRIMARY SCHOOL
General Complaints Form
Your name

Your address

Postcode
Daytime contact no/ email address

Person or service that the complaint is about

Is your complaint about a specific incident?
If so, what date did the incident occur?

Who was involved?

Please provide details of your complaint

YES

NO

