St Barnabas CE Primary School
Complaints Policy
Since 1 September 2003 Governing Bodies (GBs) of all maintained schools and
maintained nursery schools in England are required, under Section 29 of the Education
Act 2002, to have in place a procedure to deal with complaints relating to the school and
to any community facilities or services that the school provides. The law also requires
the procedure to be publicised.

This policy covers any general complaints which complainants may wish to raise. It is
not intended to cover those aspects of school life for which there are specific statutory
requirements, in particular:
Arrangements under s409 of the Education Act 1996 for complaints about the delivery
of the National Curriculum and the provision of collective worship and religious
education
assessments
issions and exclusions

Purpose of the Policy
This policy aims to reassure complainants that any complaint raised will be dealt with in
a fair, open and responsive way with the aim of achieving a speedy and satisfactory
resolution. The school recognises a willingness to listen to questions and criticisms and
to respond positively and in a way in which improvements can be made to school
practices.
Concerns and Complaints
Dealing with Complaints – Initial Concerns
If you have a concern, we would like you to tell us. Be assured that no matter what
you want to tell us, our support and respect for you and your child in the school will not
be affected in any way. Please tell us of your concern as soon as possible. It is difficult
for us to investigate properly an incident or problem which has happened some time
ago.
Any informal concerns should be raised initially with the class teacher at a mutually
agreed time. If you have a concern which you feel should be looked at by the
Headteacher or Deputy Headteacher in the first instance you can contact her
straightaway if you prefer. You may need an appointment to do this, and can make one
by ringing or calling in to the school office.
All staff will make every effort to resolve your problem informally. They will make sure
that they understand what you feel went wrong, and they will explain their own actions
to you. They will ask what you would like the school to do to put things right. Of
course, this does not mean that in every case they will come round to your point of

view but it will help both you and the school to understand both sides of the question.
It may also help to prevent a similar problem arising again.
We aim to resolve all complaints and concerns at the informal stage. If you are not
satisfied with the initial response at this stage, please follow the guidance below.
Dealing with Complaints: Formal Stage
Stage 1: Complaint heard by the Headteacher
If the complainant is not satisfied with the initial response at the informal stage they
should:
writing, using the attached formal complaints form.
mplaint via discussions with the parent and
those involved.
written response to the complaint and/ or may wish to speak to the parent/ carer to
resolve the matter directly.
appropriate, it will also include what action the school will take/has taken to resolve the
complaint.
ays of the initial
complaint being received by the head teacher.
If the complainant is not satisfied with the head teacher’s response then they have the
option to put their complaint in writing within 10 school days of the head teacher’s
response, addressing their correspondence to the chair of governors, either via the
school in a sealed envelope or addressed to:
Chair of Governors, St Barnabas CE Primary School
Jubilee Terrace, Leeman Road,
York, YO26 4YZ
It is helpful at this point if the complainant can indicate in writing how they would like
the matter to be resolved and what outcome they would like to see achieved.
If the complaint relates to the head teacher, the complainant should write
directly to the Chair of Governors with their complaint.
Stage 2: Complaint heard by the Chair of Governors
The chair of governors* will acknowledge the complaint in writing within five school
days of receipt. The chair will provide an opportunity for parents/ carers to meet with
them to discuss the complaint.
The chair will conduct their own investigation into the complaint. If a pupil/student
needs to be interviewed as part of the investigation it shall only be done with the
parent/carers consent; and an appropriate adult will be asked to be present during the
interview. The chair may request an independent officer to assist them with the
investigation if they feel this is appropriate.

The Chair will decide, on the basis of the information gathered, whether the complaint
is justified in whole or in part and decide on the appropriate action, if any, to take.
Possible outcomes may include:
 Recommending changes to the school’s systems and procedures to ensure
similar issues do not reoccur in the future
 An apology
 An admission that the situation could have been addressed differently or better,
and reassurance that similar events will not reoccur
 An undertaking that school policies will be reviewed in light of the complaint
 No fault found, complaint not upheld, no action taken
All decisions will be recorded in writing within 10 school days of the chair completing
their investigation, as far as is reasonably practical, and a copy provided to the
complainant. The letter to the complainant will offer the right of appeal to the
governing body complaints committee (vice chair of governors to chair this committee).
If the complaint relates to the Chair of Governors or Governing Body the
complainant should write directly to the clerk to the body at the above
address who will consider how to best address the complaint.
*The Chair of Governors may delegate this matter to the Vice-Chair of Governors or
another governor.
Stage 3: Complaint heard by the Governing Body Complaints Panel
If the complainant wishes to appeal they must do so in writing to the vice chair of
governors (via the school or at the above address for Governor Support Service) within
10 school days.
The complainant will be offered the opportunity to attend a meeting where they will
have the opportunity to discuss their complaint with the committee (minimum of three
governors, not previously involved) and why they are not satisfied with the chair’s
decision. The chair will also attend this meeting.
The complaints committee will consider the issue and write to inform the complainant
within 10 school days of their decision. Possible outcomes may include:
hanges to the school’s systems and procedures to ensure similar
issues do not reoccur in the future

reassurance that similar events will not reoccur
undertaking that school policies will be reviewed in light of the complaint

This is the last stage at which the complaint may be heard at school level.

Stage 4: Complaint heard by the West Of York Governor Partnership
In July 2012 the Secretary of State removed the Local Authority’s power to hear an
appeal from dissatisfied complainants. The CYC West Governors’ Partnership has
agreed to work together in order to afford parents this opportunity
Should the complainant not be satisfied with the outcome then they may appeal to the
West of York Governor Partnership. Please see the terms of reference attached.
Monitoring the Policy
The governing body will review the policy on a three year cycle (or more often if
required) and monitor the number of complaints received, how these were addressed
and any action taken.
Anonymous Complaints
The governing body will not consider anonymous complaints. Any anonymous
complaints will be retained and the number reported to governors to enable governors
to monitor any patterns of complaints.
Vexations Complaints
There may be occasions when, despite all stages of the procedures having been
followed, the complainant remains dissatisfied. If the complainant tries to reopen the
same issue, the chair of governors will inform them in writing that the procedure has
been exhausted and that the matter is now closed.
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