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Our Vision 

At Idle CE Primary School, our vision is: 

Growing Together with Love, Courage and Joy 

Inspired by the Parable of the Mustard Seed, we believe that positive relationships, 

honesty, kindness and mutual respect enable every member of our community to flourish. 

We are committed to working in partnership with pupils, parents, carers, staff, governors 

and the wider community to ensure all children are known, valued and supported. 

We recognise that on occasion concerns may arise. When this happens, we aim to 

address issues promptly, fairly and respectfully, working together to find solutions and 

strengthen relationships. 

Our Commitment 

At Idle CE Primary School, we are committed to: 

• Listening carefully to concerns and complaints. 

• Treating all individuals with dignity and respect. 

• Resolving concerns as quickly and informally as possible. 

• Working collaboratively with families. 

• Being fair, transparent and consistent. 

• Learning from feedback to continually improve our provision. 

• Upholding our Christian values of love, courage and joy throughout the complaints 

process. 

We believe that effective communication and positive partnerships are essential in 

ensuring the very best outcomes for all children. 

Our Approach 

We encourage concerns to be raised at the earliest opportunity so that they can be 

resolved quickly and informally. 

Most concerns can be addressed through discussion with the appropriate member of 

staff and do not need to become formal complaints. Where concerns cannot be 

resolved informally, a clear and structured complaints process is available. 

This policy aims to ensure that complaints are: 

• Handled fairly and consistently. 

• Investigated thoroughly and objectively. 

• Resolved wherever possible. 



• Managed within reasonable timescales. 

• Used as an opportunity for reflection and improvement. 

Complaint Resolution Pathway 

Concern → Class Teacher → Assistant Headteacher → Headteacher 

Afterwards, the formal complaint procedure begins: 

Stage 1 Formal Complaint 

Investigation and written response by the Headteacher (or nominated investigator). 

Stage 2 Governor Complaints Panel 

Review by a panel of governors who have had no prior involvement. 

Department for Education 

If the complainant believes the school has not followed the published procedure 

correctly, it can be escalated to the Department for Education. 

Who Can Make a Complaint? 

This complaints procedure is not limited to parents or carers of children attending the 

school. Any person, including members of the public, may make a complaint about the 

facilities or services provided by Idle CE Primary School. 

Unless complaints are dealt with under separate statutory procedures, such as admissions 

appeals or exclusion reviews, they will be considered under this policy. 

The Difference Between a Concern and a Complaint: 

A concern may be defined as: 

“An expression of worry or doubt over an issue considered to be important for which 

reassurances are sought.” 

A complaint may be defined as: 

“An expression of dissatisfaction, however made, about actions taken or a lack of 

action.” 

The school is committed to resolving concerns and complaints at the earliest stage 

wherever possible. 

At Idle CE Primary School, we view concerns and complaints as an opportunity to 

strengthen relationships, improve our provision and ensure our school community 

continues to flourish through love, courage and joy. 

 



Raising Concerns 

Raising a Concern 

We encourage parents and carers to raise concerns as early as possible. 

Concerns should be raised with key staff in the following order: 

1. Class Teacher 

2. Assistant Headteacher 

3. Headteacher 

Most concerns can be resolved informally through discussion and clarification at this 

stage. 

If attempts to resolve the issue informally have been unsuccessful, a formal complaint 

may be made. 

Anonymous Complaints 

The school will not normally investigate anonymous complaints. However, the 

Headteacher or Chair of Governors may decide that an anonymous complaint warrants 

investigation where there are exceptional circumstances or safeguarding concern. 

Timescales 

Complaints should be raised within three months of the incident occurring. 

Where a series of related incidents has taken place, a complaint should be raised within 

three months of the final incident. 

The school may consider complaints outside of these timescales where exceptional 

circumstances apply. 

Complaints submitted during school holidays will be deemed to have been received on 

the first school day following the holiday period. 

Complaints Outside the Scope of This Procedure 

This policy does not cover matters dealt with under separate statutory procedures, 

including: 

• School admissions. 

• SEND statutory assessments. 

• School reorganisation proposals. 

• Child protection investigations. 



• Exclusion appeals. 

• Staff grievances. 

• Staff disciplinary matters. 

• Whistleblowing concerns. 

• Complaints regarding external providers. 

• National Curriculum content. 

Where concerns fall within these areas, complainants will be directed to the appropriate 

procedure. 

Resolving Complaints 

At every stage of the complaints process, Idle CE Primary School seeks to resolve 

complaints wherever possible. 

Outcomes may include: 

• An explanation. 

• An acknowledgement that things could have been handled differently. 

• An apology. 

• A commitment to review procedures. 

• Actions to improve future practice. 

• An assurance that steps have been taken to prevent recurrence. 

If a complainant wishes to withdraw a complaint, they will be asked to confirm this in 

writing. 

Stage 1: Formal Complaint 

Formal complaints should be submitted to the Headteacher and marked ‘Private and 

Confidential’. These should be submitted in writing by letter or email. 

Complaints should be addressed as follows: 

Complaints About Staff 

To the Headteacher. 

Complaints About the Headteacher 

To the Chair of Governors. 

Complaints About Governors 



Complaints about the Chair of Governors, an individual governor, or the governing body 

should be addressed to the Clerk to Governors 

 

The Headteacher (or appropriate investigator) will: 

• Acknowledge receipt within three working school days. 

• Clarify the nature of the complaint. 

• Investigate the concerns raised. 

• Speak to relevant individuals where necessary. 

• Keep appropriate records. 

On most occasions, a meeting will be arranged to address the complaint where 

necessary.  

A written response will normally be issued within twenty working school days. 

Where this is not possible, the complainant will receive an update and revised response 

date. 

The response will: 

• Summarise the investigation. 

• Explain findings. 

• State whether the complaint is upheld, partially upheld or not upheld. 

• Explain any actions being taken. 

• Explain how the complaint may be escalated if the complainant remains 

dissatisfied. 

Stage 2: Complaints Committee 

If the complainant remains dissatisfied, they may request a Stage 2 review. 

Requests must be submitted to the Clerk to Governors within ten working school days of 

receiving the Stage 1 response. 

The Clerk will: 

• Acknowledge receipt within three working school days. 

• Arrange a Complaints Committee meeting. 

• Notify all parties of arrangements. 

The Complaints Committee will comprise: 



At least three governors who have had no prior involvement in, or knowledge of, the 

complaint. 

Where insufficient governors are available, independent governors may be sourced from 

another school or local authority governor services. 

The committee may: 

• Uphold the complaint in whole or in part. 

• Dismiss the complaint in whole or in part. 

Where a complaint is upheld, the committee may: 

• Recommend actions to resolve the complaint. 

• Recommend changes to procedures. 

• Recommend actions to prevent recurrence. 

The committee's decision will normally be issued in writing within five working school days 

of the hearing. 

If invited to attend a complaints committee meeting, the complainant may be 

accompanied by a friend, relative, advocate or interpreter. This person may provide 

support but may not normally answer questions on behalf of the complainant 

This represents the final stage of the school's complaints process. 

Department for Education 

If the complainant believes that the school has not followed the complaints procedure 

correctly or has acted unlawfully or unreasonably, they may contact the Department for 

Education after completion of Stage 2. 

The Department for Education will not normally reinvestigate the complaint itself but will 

consider whether the school has followed relevant legislation and procedure. 

Learning from Complaints 

At Idle CE Primary School, we recognise that complaints provide valuable opportunities 

for reflection and improvement. 

Where appropriate, lessons learned from complaints will be used to: 

• Improve provision. 

• Strengthen systems and procedures. 

• Inform staff training. 

• Improve communication. 



• Enhance experiences for pupils and families. 

We aim to ensure that all concerns and complaints are handled in a manner that reflects 

our vision of Growing Together with Love, Courage and Joy. 

Managing Unreasonable Complaints 

The school is committed to dealing with complaints fairly and impartially. 

We do not expect staff to tolerate behaviour that is abusive, offensive, threatening or 

unreasonable. 

Examples of unreasonable behaviour may include: 

• Repeatedly raising the same complaint. 

• Refusing to engage with the complaints/concerns procedure. 

• Excessive communication. 

• Abusive language. 

• Threatening behaviour. 

• Publishing unacceptable information online. 

Where necessary, the school may: 

• Limit methods of communication. 

• Introduce a communication plan. 

• Restrict contact to a named individual. 

• Seek support from external agencies. 

• Contact the police where appropriate. 

Any restrictions will be proportionate and reviewed regularly. 

Equality and Accessibility 

The school will make reasonable adjustments to ensure all complainants can access this 

procedure. 

This may include: 

• Providing information in alternative formats. 

• Supporting completion of complaint forms. 

• Arranging accessible meeting spaces. 

• Providing communication support where appropriate. 



Monitoring and Review 

The Governing Board will review this policy annually. 

The Headteacher will monitor complaints received to identify patterns, themes and 

opportunities for improvement. 

 

 


