
1 

 

Wolverhampton Girls’ High School 
Complaints Policy and Procedure 

 

 

 
 

 

 

Policy updated: November 2018 

Policy Review Date: November 2020 



2 

 

Contents             

Background            3 

Definition and Scope           3 

Principles            3 

Summary of the Procedure          4  

Informal Procedure           5 

Formal Procedure: Stage 1          5 

Formal Procedure: Stage 2          6 

Formal Procedure: Stage 3          7 

Anonymous Complaints                                                                                                         9 

Vexatious Complaints          9 

Monitoring             9 

 



3 

 

Background 

This policy and procedure complies with The Education (Independent School Standards) Regulations in 

force at the time and offers:  

 an opportunity to resolve the complaint with the School on an informal basis; 

 a formal complaint procedure; and if necessary  a hearing with a committee consisting of three 

members who were not directly involved in the matters detailed in the complaint, one of whom 

must be independent of the management and running of the School.  

The School aims to ensure that concerns are handled, if at all possible, without the need for formal 

procedures. Where the informal procedure fails to reach a satisfactory resolution the matter would 

ordinarily be dealt with as a formal complaint.   

Definitions and Scope 

It is recognised that there is a difference between an expression of concern and a formal complaint. The 

majority of issues raised by Parents/Carers, students, staff or members of the public are concerns rather 

than complaints. The School is committed to taking concerns seriously and the aim of the School’s policy 

is to resolve the issue as fairly and speedily as possible. Expressions of concern relate to the first time 

that the School has been informed of a specific matter by a Parent/Carer, student, or member of the 

public. If applicable, the member of staff to whom the concern has been addressed (or their line 

manager) will respond promptly and this response may be verbal or in writing.  Parents/ Carers may find 

the annual publication of: “A Guide to Communication at WGHS,” helpful. 

For the purpose of this procedure a complaint is defined as an expression of dissatisfaction about the 

conduct/operation of the School; the conduct of, actions or lack of action by a member of staff; 

unacceptable delay in dealing with a matter; or  treatment of a student.  It is anticipated that 

expressions of concern raised by a student will normally be dealt with through the informal procedures 

within School. 

The policy does not cover matters covered by another procedure, including the following: 

 Staff grievances 

 Whistle-blowing by an employee 

 Allegations against a member of staff 

 Allegations relating to safeguarding, criminal or financial matters 

 Admissions to the school; and  

 A permanent or fixed term exclusion of a student that may be reviewed by the Student 

Disciplinary Committee. 

Principles 

At each stage in the procedure the School will remain mindful of ways in which a complaint can be 

resolved. It might be sufficient to acknowledge that the complaint is valid in whole or in part. In 

addition, it may be appropriate to offer one or more of the following: 

 an apology; 
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 an explanation;  

 an admission that the situation could have been handled differently or better; 

 an explanation of the steps that have been taken to ensure that it will not happen again; or  

 an undertaking to review School policies in light of the complaint. 

A complaint may result in disciplinary action by the School against a member of staff and this would be 

confidential between that member of staff and the School, but otherwise Complainants will be kept fully 

informed of the handling of any complaint.  

Any complaint will be kept confidential between the Complainant and the School unless it is necessary to 

involve other parties, or where disclosure may be required in the course of the School’s investigation, or 

where any other legal obligation prevails. 

The School encourages Complainants to state what actions they feel might resolve the problem at any 

stage. An admission that the School could have handled the situation differently/better is not the same 

as an admission of failure/negligence.  

At all times the School will seek to identify areas of agreement between the parties and clarify any 

misunderstandings that might have occurred as this can create a positive atmosphere in which to discuss 

any outstanding issues.  

A written record will be kept of all complaints, and the Headteacher will report on this to Governors on a 

termly basis. 

Summary of the Procedure 

1. Informal Procedure 

2. Formal Procedure which if necessary can consist of potentially up to three stages as outlined 

below.  

Informal Procedure 

Many concerns and complaints will be dealt with informally. The person raising the concern/complaint 

will either receive contact by telephone or in writing, as soon as possible after the concern/complaint 

has been made known to the School, within two working days. The member of staff receiving information 

about the concern/complaint will make clear and detailed notes of all communications with the person 

raising the concern/complaint and any follow up action undertaken.  They will also check at a later date 

to make sure that the matter has been followed up. 

Following the gathering of information, the School will ensure that the person raising the 

concern/complaint is provided with feedback about the actions that have been taken and the monitoring 

of the situation, if any, that has been agreed.  Throughout this period, details of the progress of the 

enquiries will be shared with the Complainant.   There will be no time limit on attempting to resolve the 

concern/complaint at this stage, the lines of communication will remain open and action will be on-going 

whilst both parties believe a solution can be found. 

If the person raising the concern/complaint is dissatisfied following this informal approach, the 

concern/complaint can progress to Stage 1 of the Formal Procedure. 
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Formal Procedure 

Stage 1 

A complaint about the operation, leadership and management of the School should be addressed to the 

Headteacher.   

If the complaint concerns the Headteacher personally, in terms of the Headteacher’s specific actions (or 

lack of them), it should be sent to the School marked “For the attention of the Chair of Governors”.  

Complaints in writing will be acknowledged as soon as possible after receipt. In all circumstances not 

involving a complaint concerning the Headteacher, the Headteacher will appoint an Investigating Officer 

to deal with the complaint.  This may be a member of the Senior Leadership Team or another member of 

staff with relevant responsibility. In all circumstances involving a complaint concerning the Headteacher, 

the Chair of Governors will appoint an Investigating Officer to deal with the complaint.  This may be the 

Chair of Governors himself/herself, another governor or someone independent of the School.  

The School will log all complaints but all return correspondence at this stage will be from the 

Investigating Officer.  

 In the first instance, the Investigating Officer will offer the Complainant the opportunity to follow the 

Informal Procedure (where this has not already been followed).  Where this is not an 

appropriate/satisfactory option the Investigating Officer will commence the investigation and ensure 

that they: 

 establish what has happened so far and who has been involved; 

 clarify the nature of the complaint and what remains unresolved;  

 meet with the Complainant or contact them (if unsure or further information is necessary);  

 clarify what the Complainant feels would put things right; 

 interview those involved in the matter and/or those complained about, allowing them to be 

accompanied if they wish; and 

 conduct any interview with an open mind and be prepared to persist in the questioning. 

It should be noted that it may be necessary for the Complainant to come into School for a meeting in 

order for the Investigating Officer to attempt to fully understand and resolve the situation.  Every effort 

should be made by the Complainant to provide all of the information at Stage One so that a valid 

decision can be made. 

Once all the relevant facts have been established, the Investigating Officer will send the Complainant a 

written response.  This will give a full explanation of the decision and the reasons for it. If follow-up 

action is needed, there will be an indication of what this may involve. The Complainant may be invited 

to a meeting to discuss the outcome as part of our commitment to building and maintaining good 

relations.  

School would normally expect to respond in full within twenty School days.  Where this is not possible a 

written explanation will be provided to the Complainant, to explain the delay and advise when the 

School hopes to be able to respond fully.    
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If the Complainant remains dissatisfied at the end of Stage 1, there is the possibility of proceeding to the 

next stage and this will be advised in writing at the point at which the outcome of Stage 1 is shared with 

the Complainant.  The intention to do so must be communicated by the Complainant to one of the 

following people within 10 School days of receiving notification of the outcome of Stage 1: 

 Headteacher (when a member of school staff has dealt with Stage 1) – the complaint will then 

proceed to Stage 2; or 

 Chair of Governors (when the Headteacher has dealt with Stage 1) – the complaint will then 

proceed to Stage 2; or 

 Vice Chair of Governors (when the Chair of Governors has dealt with Stage 1) – the complaint will 

proceed to Stage 3.  

Formal Procedure  

Stage 2 

Where Stage 1 of the procedure was undertaken by the Headteacher, the Chair of Governors will 

undertake Stage 2.  In such cases all references to “Headteacher” in the following paragraphs should be 

read as being “the Chair of Governors”.   

The Complainant should address their complaint to the Headteacher with an explanation about why they 

remain dissatisfied with the outcome or process that has been followed to date.   

The Headteacher will acknowledge receipt of a Stage 2 Complaint within five School days and will aim to 

resolve the matter within a further twenty School days.  

The Headteacher will request to meet with the Complainant in person to discuss the nature of the 

complaint and the remaining dissatisfaction with the way in which the School has dealt with the issue. 

In advance of the meeting the Headteacher will review the investigation undertaken by the Investigating 

Officer. 

 At the meeting with the Complainant the following process will be followed: 

1. the Headteacher will explain the purpose of the meeting; 

2. the Headteacher will provide a summary of the way in which the complaint has been dealt with 

by the Investigating Officer; 

3. the Complainant will explain the reasons why they remain dissatisfied; 

4. the Complainant will explain how they feel the issues could be resolved; and 

5. the Headteacher will seek to reach a resolution as far as possible. 

The Headteacher will conduct the investigation with an open mind and will decide the outcome at this 

stage, but may delegate the collating of information to a senior colleague. No new information will be 

introduced at this stage. 

The Headteacher may determine one of the following outcomes: 

 there is insufficient evidence to reach a conclusion, so the complaint cannot be upheld; 
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 the complaint  is not substantiated by the evidence; 

 the complaint was substantiated in part or in full but that the procedural failure did not affect 

the outcome significantly so the matter is now closed; or 

 the complaint was substantiated in part or in full and the Governing Body will take steps to 

prevent a recurrence or to rectify the situation, where this is practicable. 

 
The Headteacher will write to the Complainant once all of the relevant facts have been established. This 

correspondence will give a full explanation of the Headteacher’s decision and the reasons for it. If 

follow-up action is needed, details of the proposed course of action will be provided if appropriate. If 

the Complainant remains dissatisfied with the way in which the complaint has been handled and/or the 

outcome of Stage 2 (or Stage 1 where the complaint was about the Headteacher the Complainant may 

proceed to Stage 3. Any such request must be made in writing within 10 School days of receiving notice 

of the outcome from the Headteacher (or Chair of Governors) and include a statement specifying any 

perceived failures to follow the procedure.  At this stage no new information should be provided. 

Formal Procedure 

Stage 3 Consideration by a Complaints Review Panel  

Where a Complainant remains dissatisfied with the way in which the complaint has been handled and/or 

the outcome of Stage 2 (or Stage 1 where the complaint was about the Headteacher), there is the 

possibility of invoking Stage 3 of the formal procedure.  This should be initiated within 10 School days of 

the Complainant receiving notification of the outcome of Stage 2 (or Stage 1 where the complaint was 

about the Headteacher).  Such requests should be made in writing to the School and marked “For the 

Attention of the Chair of Governors” when the Headteacher has dealt with Stage 2 or “For the Attention 

of the Vice Chair of Governors” where the Chair of Governors has dealt with Stage 1 or Stage 2.  A full 

explanation giving the reasons for dissatisfaction about the handling of the complaint should be 

provided.   

The person receiving the request to proceed to Stage 3 will establish a panel of three members (two 

Governors and one person independent of the management of the School).  One of the Panel will be 

asked to take on the role of Chair. The purpose of this arrangement is to give the complaint a hearing in 

front of a panel of Governors who have no prior knowledge of the details of the complaint and who can, 

therefore, consider it without prejudice.  

The aim of a Complaints Review Panel is to resolve the complaint and to achieve reconciliation between 

the School and the Complainant wherever possible. It is recognised, however, that it may sometimes only 

be possible to establish facts and make recommendations which will reassure the Complainant that the 

complaint has been taken seriously.  

The Complaints Review Panel (the Panel) operates according to the following formal procedures:  

1. The Clerk to the Governing Body (the Clerk) will aim to arrange for the Panel meeting to take 

place within 20 School days of the receipt of the Stage 3 notification.  

2. The Clerk will gather all correspondence submitted by the Complainant at Stages 1, 2 and 3. 

No new information should be introduced at this stage. 
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3. The Headteacher or Chair of Governors will be asked to prepare a written report for the Panel. 

Other members of staff directly involved in matters raised in the complaint may also be asked to 

prepare reports or statements.  

4. The Clerk will inform the Complainant, the Headteacher/Chair of Governors and any relevant 

witnesses and members of the Panel by letter, at least five School days in advance, of the date, 

time and place of the meeting. 

5. With the letter referred to in (4) above, the Clerk will send the Complainant all relevant 

correspondence, reports and documentation about the complaint that is to be provided to the 

Panel.  

6. The letter referred to in (4) above will explain what will happen at the Panel meeting. 

7. With the agreement of the Chair of the Panel, the Headteacher/Chair of Governors may invite 

members of staff directly involved in matters raised by the Complainant to attend the meeting. 

8. The Chair of the Panel will bear in mind that the formal nature of the meeting can be 

intimidating for the Complainant and will do his or her best to put them at ease.  

9. The Panel will agree the appropriate format for the hearing and may determine that the 

parties are able to present their case to the Panel separately rather than all parties being in the 

same room together. 

10. The Chair of the Panel will ensure that the meeting is properly minuted. However any 

decision to share the minutes with the Complainant is a matter for the Panel’s discretion and the 

Complainant does not have an automatic right to see or receive a copy. Since such minutes 

usually name individuals, they are understandably of a sensitive and, therefore, confidential 

nature.  

11. The written outcome of the Panel meeting will be sent to the Complainant.   

12. During the meeting, the Complainant can expect there to be an opportunity to explain the 

complaint. 

13. The Panel will then consider the complaint and all the evidence presented and may determine 

one of the following outcomes: 

• there is insufficient evidence to reach a conclusion, so the complaint cannot be upheld; 

• the complaint is not substantiated by the evidence; 

• the complaint was substantiated in part or in full but that the procedural failure did not 

affect the outcome significantly so the matter is now closed; or 

• the complaint was substantiated in part or in full and the Governing Body will take steps 

to prevent a recurrence or to rectify the situation, where this is practicable. 

 
 14. The Clerk will send the Complainant and the Headteacher/Chair of Governors a written 

statement outlining the decision of the Panel within 15 School days.  

If the Complainant is not satisfied with the manner in which the process has been followed the 

Complainant has the option of writing to the Education Funding Agency.  A feedback form is available on 
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the DfE website: 
https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMsg=1&form_name=Contact+the+Department+for+Education&noRegister=false&ret=%2Fmodule%2Fservices&noLoginPrompt=1 

Anonymous Complaints 

It is acknowledged that it is difficult to investigate anonymous complaints.  However, where appropriate, 

steps will be taken to address concerns raised. 

Vexatious Complaints 

If the Complainant remains dissatisfied and tries to reopen the same issue, despite all stages of the 
procedure having been followed, and the Chair of Governors reasonably believes that the primary 
purpose of the continuing correspondence is to cause the School inconvenience, the Chair of the 
Governing Body is able to inform them in writing that the procedure has been exhausted and that the 
matter is now closed. 

Monitoring 

The Headteacher will report on the nature of complaints and the outcomes arising from any formal 

investigation to the Full Board of Governors on a termly basis.   
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