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St Andrew’s CE High School 
Complaints Procedure 

 
 
Introduction 
 
Section 29 of the Education Act 2002 requires all Governing Bodies to publish their 
procedure to deal with complaints relating to aspects of the school. 
 
This procedure relates to the actions of staff and the application of school procedures 
where they affect individual pupils.  Matters relating to the curriculum, exclusion, 
admissions etc are subject to separate procedures.  Complaints from members of the 
public with regard to specific pupils, the pupil body in general or school matters should, 
in the first instance, be addressed to the Headteacher.  These will be followed up 
appropriately at the HeadteacherÕs discretion. 
 
This document explains how the School and the Governing Body deal with 
concerns raised by parents.  
 
Throughout this document reference to a ÔparentÕ includes any person, having all the 
rights, duties, powers, responsibility and authority which the parent of a child has by law, 
or who has care of the child. 
 
The aim of this procedure is to ensure that there is a mechanism in place to facilitate 
reconciliation and give parents a fair context within which to resolve issues they have 
with the school, either in person or in writing. It is in everyoneÕs interest that 
complaints are resolved at the earliest possible stage. 
 
If a parent is unhappy about something that has happened at school, they should make 
the staff of the school aware of their concerns.  
 
This document explains what to do and whom to speak to at each stage of this process 
adopted by the Governing Body as required by legislation. 
 
An anonymous complaint will not be investigated under this procedure unless there are 
exceptional circumstances. 
 
To allow for a proper investigation, complaints should be brought to the attention of the 
school as soon as possible.  Any matter raised more than 3 months after the event being 
complained of will not be considered, save in exceptional circumstances. 
 
Stage 1 
 
An initial discussion with the member of staff concerned, their line manager or a 
member of the leadership and management team 
 
Parents can obtain advice on how to contact the appropriate member of staff by 
contacting the school office in the first instance (telephone 020 8686 8306).  Most 
concerns can be resolved quickly by speaking with the childÕs tutor or relevant subject 
teacher. 
 
Parents may feel they would like to raise an issue with an elected Parent Governor. 
Although a Governor can advise on procedures they must not act unilaterally on an 
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individual complaint outside the formal procedure or be involved at the early stages in 
case they are needed to sit on a Committee at a later stage of the procedure. For this 
reason parents are asked not to make a direct approach at this stage or at stage 2. 
 
If the issue cannot be easily resolved by telephone, a parent should make an 
appointment with the relevant member of staff.  Parents should not turn up without an 
appointment as staff have teaching commitments during the working day but staff will do 
their best to arrange a meeting at the earliest opportunity. 
 
If a parent is dissatisfied with the member of staffÕs response, the parent can contact 
their childÕs Head of House who may liaise with members of staff as appropriate in order 
to resolve the matter.  If the complaint is regarding a Head of House, the appropriate 
Deputy Headteacher should be contacted.  A telephone call to the school office, in the 
first instance would ensure an appointment was made to meet the appropriate member 
of staff. 
 
Stage 2 
 
A formal complaint to the School’s Complaints Co-ordinator leading to a response 
from the Headteacher 
 
If a parent remains unhappy after following Stage 1, the parent should send their 
complaint in writing to: 
 

SchoolÕs Complaints Co-ordinator 
St AndrewÕs CE High School 
Warrington Road 
Croydon    CR0 4BH 

 
Fax: 020 8681 6320 
Email: office@st-andrews.croydon.sch.uk  

 
The SchoolÕs Complaints Co-ordinator will initiate a full investigation which may entail 
interviewing members of staff and/or pupils. This will most likely be conducted by a 
senior member of staff nominated by the Headteacher as the Investigating Officer. 
 
The parent will be sent a letter, despatched within two school-days, confirming receipt of 
the complaint, and should expect a response within twenty school days of date of 
receipt.  If the complaint requires more time for investigation, the parent will be contacted 
and informed of this. 
 
After the completion of the investigation at Stage 2 the Headteacher, after consideration 
of the facts, will make a decision on the action to be taken.  
 
The HeadteacherÕs response to the formal complaint will be sent to the parent in writing 
within ten school days. It is usual at that stage for the formal complaint to be resolved 
and to achieve reconciliation between the school and the parent. The letter will however 
give details of the right of the parent to make representations to the Chair of Governors 
and Governing BodyÕs Complaints Committee.  
 
Note: Occasionally a parent may write in the first instance to the Chair of the Governing 
Body, asking for their intervention about a concern or requesting them to deal with a 
formal complaint. It is however always preferable for the parent to have followed Stages 
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1 and 2 of the procedure before approaching the Chair as the Chair will always refer any 
matter to the Headteacher, unless there are very exceptional circumstances, and ask 
him to meet with the parent and try to arrive at a mutually acceptable solution. In practice 
it is usual for an issue to be resolved satisfactorily without the need to proceed to Stage 
3. 
 
Stage 3 
 
A formal complaint to the Chair of Governors 
 
If the initial complaint from the parent is not resolved by the Headteacher at Stage 2 or 
the parent remains dissatisfied with the outcome of the earlier stages of the process the 
parent has the right to make a formal complaint to the Chair of Governors. 
 
Within ten school days of the receipt of the decision from the Headteacher, the parent 
should write to the Chair of the Governing Body giving details of the complaint and send 
this to: 
 

 
Chair of the Governing Body 
c/o St AndrewÕs CE High School 
Warrington Road 
Croydon    CR0 4BH 

 
Fax: 020 8681 6320 
Email: office@st-andrews.croydon.sch.uk  
 

In the first instance, the Chair will seek to resolve the matter informally by letter, 
telephone conversations or a meeting with the parent. 
 
If the complaint is not resolved to the satisfaction of the parent, the parent should make 
a formal request in writing to the Chair of the Governing Body that the complaint is heard 
by the GovernorsÕ Complaints Committee. This is the last school-based stage of the 
complaints process. 
 
A Formal Complaint to the Governing Body’s Complaints Committee 
 
The meeting will take place at the school at a mutually convenient time for all parties 
within fifteen school days of the receipt by the Chair of a letter expressing the parentÕs 
dissatisfaction with the resolution of the matter as decided by the Chair. The Committee 
will be comprised of three people who have had no prior involvement with the complaint. 
A majority of the Committee must be Governors, at least one member must be an 
elected Parent Governor of the school and, in addition, one person must be selected by 
the Chair from a panel of non-Governors of the School.  
 
The parent will be invited to attend the meeting of the Committee and may be 
accompanied by a friend. The parent can make written or oral representations to the 
Committee.   
 
 The Clerk will send to the Committee and to the parent all the written material in 
advance of the meeting which will include correspondence with the parent, the factual 
evidence considered by the Headteacher under Stage 2 of the procedure and the 
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HeadteacherÕs letter sent in response to the parental complaint, and any additional 
documentation generated by the ChairÕs informal response to the complaint. 
 
The Committee will conduct the proceedings informally as circumstances allow and 
ensure adequate time is allowed to enable all parties to present their case with the 
opportunity for questioning after each presentation. Witnesses may be called by either 
party. The Committee may ask questions to clarify an issue or to elicit more information.  
Before the Headteacher and the parent, if present, withdraw from the meeting, the 
Headteacher will sum up the schoolÕs actions and response to the complaint and the 
parent will have the last word. 
 
The Committee will reach their decision in private to be recorded by the Clerk who will 
be present but take no part in the decision making.  
 
The Committee can: 
 

• Dismiss the complaint in whole or in part; 
• Uphold the complaint in whole or in part; 
• Decide on the appropriate action to be taken to resolve the complaint; 
• Recommend changes to the SchoolÕs systems or procedures to ensure that 

problems of a similar nature do not recur. 
 
The Clerk will write to the Headteacher and the parent within two school days of the date 
of the Committee meeting to notify the CommitteeÕs decision about the formal complaint 
and to inform the parent if dissatisfied with the outcome of the right to proceed to Stage 
4 and approach the Local Education Authority. 
 
Stage 4 
 
The Role of the Local Authority 
 
If the parent remains dissatisfied with the outcome of the formal complaint to the 
GovernorsÕ Complaints Committee the parent may ask the Local Authority to consider 
the matter.  
 
Within one month of the receipt of the decision from the school, the parent should write 
to the Local Authority giving details of the complaint and send this to Sharon Meadmore, 
the Principal Officer - Schools and Departmental Complaints (details on page 5 of this 
document). 
 
The Authority will look at the complaint and the action taken to resolve it and make any 
decision by way of recommendation.  A full response will be provided by the Local 
Authority within twenty school days, where possible. 
 
Further Representation 
 
If a parent remains dissatisfied, they may make further representations to Ofsted, the 
Secretary of State for Children, Schools and Families, or the Ombudsman (the 
Ombudsman does not usually investigate internal school management issues). 
Addresses are available on request from the schoolÕs office. 
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Note: Governing Body’s Review of the Procedure 
 
This procedure was adopted by the Governing Body on 19th June 2008 when it was 
agreed to delegate to the Personnel Committee the monitoring of the level and nature of 
complaints and review the outcomes on a regular basis to ensure effectiveness of the 
procedure and make changes where necessary Ð any changes to be subject to the 
approval by the Governing Body. 
 
The Governing Body has asked the SchoolÕs Complaints Coordinator to maintain 
records of complaints and the outcomes including any recommendations for changes Ð 
the summary to be included in any report to the Personnel Committee referred to above. 
 
 
 
 
 
 
 
 
 
 
 
 
Notes: 
 
If a parent has a concern about an issue which the Local  Authority is responsible 
for then the matter should be referred directly to: 
 

Schools and Departmental Complaints Officer 
Taberner House 
Park Lane 
Croydon  CR9 1TP  

 
Tel: 020 8686 4433 ext: 62493 or 020 8760 5447 

 Email  education.comments@croydon.gov.uk 
 
 
 
 
 
 
If any member of the teaching or associate staff of the School is aggrieved there 
are separate arrangements for dealing with those issues, namely the Grievance 
Procedure as laid down in the SDBE Personnel Handbook. 
 
 


