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Dovery Down Lower School 

Complaints Policy 

Policy Statement 

Our policy is to ensure that any concern raised or complaint received is taken seriously and 

dealt with ethically, proportionately and promptly. To achieve this we will put in place 

effective protocols for dealing with them. 

Raising Concerns 

At Dovery Down Lower School we are committed to ensuring that every pupil has the 

opportunity to develop to their full potential. We recognise the importance of promoting 

liaison and communication with parents/carers to facilitate the development of our pupils.   

However, although parents/carers are generally happy with their child’s school, they may 

have questions or concerns which they wish to bring to the school’s attention. 

This policy outlines the way to raise any concerns which any parent/carer may have about 

their child’s school life.  

The school will, once a concern or complaint has been made, ensure that a written record is 

maintained showing details of all contact, including face to face, electronic and conventional 

mail, and telephone, with names, dates and a note of content. 

If the complaint relates to an allegation against a member of staff, the school will refer the 

matter to the LADO (Local Authority Designated Officer) who may advise.  

Each complaint will be treated as confidential.  

THE INFORMAL STAGE 

The Teacher 

Many concerns may be settled by contacting the child’s teacher because he/she works 

regularly with the child.  The parents/carers can contact him/her by letter or by arranging an 

appointment to speak to him/her.  He/she may be able to give immediate help but he/she may 

ask the parent to give him/her time to find further information. 

The Headteacher 

If parents/carers wish to take the matter further, they should make an appointment to see the 

Headteacher.  It is helpful to have the relevant information available at the meeting.  

However, if the parents are not satisfied with the school’s response to the concern, they may 

make a formal complaint. 

THE FORMAL STAGE 

1. The Headteacher will ask the parents for the complaint in writing with their contact 

address and telephone number.   

2. The Headteacher will contact the parents within two school days of receipt of the 

written complaint to confirm that the complaint has been received.  

3. The complaint should be investigated within five school days or as soon as possible 

after the written complaint has been received. Where the Headteacher identifies that 

the investigation cannot be completed within five school days due to the complexity 

of the complaint or due to the absence of key witnesses or information then the 
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parents/carers will be notified in writing within five school days after the written 

complaint has been received and a revised timescale will be given. The parents/carers 

may be asked to provide further information.   

4. After the investigation has taken place, parents will be invited to a meeting at which 

the matter will be discussed.  This will take place within 15 school days of receiving 

the original complaint in writing or according to the new timescale that has been 

issued. 

5. Within 5 school days after the meeting, the parents/carers will then receive a written 

reply to the complaint.  The school will also give details of any actions which may be 

taken. 

 

If the complaint relates directly to the Headteacher then the parent/carer should write directly 

to the Chair of Governors. 

THE CHAIR OF GOVERNORS 

If the parents/carers are still not satisfied with the Headteacher’s formal reply, they should 

write to the Chair of Governors (school address) within five school days after receipt of the 

headteacher’s written reply to the complaint to ask for a Formal Hearing. 

If the complaint relates directly to the Headteacher, parents should write to the Chair of 

Governors to ask for a Formal Hearing. 

The parents/carers will receive an acknowledgement within five school days of receipt of the 

written complaint from the Chair of Governors or his/her nominated person. 

The Chair of Governors will organise a meeting of the ‘Appeals Committee’ as is soon as 

possible and will ensure that all correspondence and relevant documents are made available 

to the Committee. 

The Chairperson of the Governors Appeals Committee will establish contact with the 

parents/carers and inform them of the structure of the meeting, the identity of the Governors 

who form the Committee and offer a time and date for the hearing.  

The complaint should be heard by the Governors Appeals Committee within fifteen school 

days after receipt of the request for a formal hearing or as soon as possible. Where the 

Chairperson identifies that the hearing cannot be heard within fifteen school days due to the 

complexity of the complaint or due to the absence of key witnesses or information then the 

parents/carers will be notified in writing with a revised timescale. The parents/carers may be 

asked to provide further information. The resultant meeting is to resolve the complaint. 

The time and date of the meeting will be arranged to suit everyone and the parents/carers may 

bring a friend with them.  The committee’s decision will be sent in writing within five school 

days from the date of the meeting. 

THE LOCAL AUTHORITY (LA) 

If parents are not satisfied with the outcome of the procedure outlined above, they can contact 

the LA with their complaint.  An Officer may have already supported the conducting of the 

complaint.  If however, LA officers have not been involved, then the school will be contacted 

so that the LA can be satisfied that the school has acted fairly. 
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THE SECRETARY OF STATE 

All complaints should be resolved within the school, supported by the LA.  If parents are still 

not satisfied, parents can appeal directly to the Secretary of State who will only intervene if it 

is found that the Governing Body of the school has failed to carry out their lawful duties or 

has acted unreasonably. 

CONCLUSION 

Everyone who is involved in the child’s education works together to make sure that the child 

is happy and supported in their life at school.  This procedure should make sure that any 

concerns are sorted out as quickly as possible and that the parents are satisfied with the 

school’s response.  Some concerns may be the responsibility of the LA.  If this is the case the 

Headteacher will be able to advise the parents. 

Development, Approval and review 

The school’s policy will be reviewed annually or when: 

1. There has been a significant change in staffing or pupil intake. 

2. There has been a significant change in guidelines concerning complaints 

procedure from the LA. 

 

 

 

 

 

 


