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Complaints Procedure 

 

 

This policy applies to the parents of all pupils in the school, including those in the EYFS, and to parents 

of past pupils (but only if the complaint was initially raised when the pupil was still registered as a 

pupil). The policy does not apply to parents of prospective pupils.  

 

Introduction 

 

St Cedd’s School is committed to providing the best teaching and pastoral care it can for its pupils. We 

welcome suggestions and comments from parents. If a parent has a complaint, they can expect to be 

treated by the School in accordance with this Procedure. This Procedure takes the place of any 

previous guidance issued by the School on this matter.     

 

It is hoped that any worries or complaints can be dealt with informally through the pastoral framework 

but, if not, the School will follow this Procedure.  

 

The aim of this policy is to ensure that a concern or complaint by a parent is managed sympathetically, 

efficiently and at the appropriate level and resolved as soon as possible. Doing so is good practice, it 

is fair to those concerned and it helps to promote parents’ and pupils’ confidence in our ability to 

safeguard and promote welfare. We will try to resolve every concern or complaint in a positive way 

with the aim of putting right a matter which may have gone wrong and, where necessary, reviewing 

our systems and procedures in the light of circumstances.  

 

We need to know as soon as possible if there is any cause for dissatisfaction. We recognise that a 

difficulty which is not resolved quickly and fairly can soon become a cause of resentment, which could 

be damaging to relationships and also to our school culture. We intend that parents and pupils should 

never feel – or be made to feel – that a complaint will be taken lightly or will adversely affect a pupil 

or his/her opportunities at school.  

 

Copies of this policy are available on the school website http://www.stcedds.org.uk or from the Front 

Office. Parents are made aware of the existence of this policy through the Parent Handbook of 

Information which is issued to all new parents and is published on the school website. The policy is 

reviewed at least annually and is included in the school’s policy review schedule. 

 

 

Stage 1 - Informal 

 

It is hoped that most concerns and complaints will be resolved quickly and informally.  

 

If parents have a concern they should contact the child’s Form Teacher and/or the person most closely 

concerned with the issue. A face-to-face conversation or telephone call may support a resolution to 

the parents’ satisfaction. If parents choose to write a letter or email then the School recommends that 

the parents are as clear as possible about what is troubling them. 

 

http://www.stcedds.org.uk/
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If the member of staff cannot resolve the matter alone, it may be necessary for him/her to consult a 

member of the Senior Leadership Team. If a parent has a concern of a pastoral nature the matter can 

be made direct to the Head of Pastoral. The Head of Academic manages academic matters and should 

receive any concerns in this regard. A parent with a concern may direct the matter to the Deputy Head. 

The member of staff will respond within forty-eight hours to discuss the time frame for a resolution 

which is seven school days (during term time).  

 

The member dealing with the complaint will make a written record of the complaint and the date on 

which it was received. Should the matter not be resolved within seven school days or in the event that 

the member of staff and the parent fail to reach a satisfactory resolution then parents will be advised 

to proceed with their complaint in accordance with Stage 2 of this procedure.  

 

Members of staff may be in and out of school during the holiday periods but are not routinely available 

to deal with concerns or complaints outside term time. If the complaint or concern is such that it 

cannot wait until the following term, parents should raise the complaint or concern with the Head (on 

an informal basis in the first instance). The parent should put their complaint in writing, marked 

‘Private and Confidential’, and preferably send by post to the school address for the attention of the 

Head, or as an attachment to an email using the following email address. 

 

School Address       Email Address: head@stcedds.org.uk 

The Head 

178a New London Road 

Chelmsford 

Essex        CM2 0AR 

 

Letters marked ‘Private and Confidential’ will not be opened by anyone other than the Head or Head’s 

PA. Parents should note that if a letter is received in school during a holiday period there may be a 

delayed response.  

 

Stage 2  - Formal Resolution (Head) 

 

If the complaint cannot be resolved on an informal basis, then the parents should put their complaint 

in writing to the Head clearly stating that they are making a formal complaint. The Head will decide, 

after considering the complaint, the appropriate course of action to take.  

 

In most cases, the Head will contact the parents concerned, normally within three school days of 

receiving the letter of complaint, to discuss the matter. This will normally be at a meeting with the 

parents called by the Head. If possible, a resolution will be reached at this stage. If a parent makes a 

complaint formally in writing, the School will assume that the parent has already utilised Stage 1 of 

this Complaints Procedure. 

 

If the matter is not resolved the Head will contact the parents within seven school days (during term 

time) to detail how the School proposes to proceed as it may be necessary for the Head to carry out 

further investigations. The time frame will be discussed with the parent to complete the process as 

soon as is practicable. Once the parent and the Head are satisfied that all of the relevant facts have 
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been established, the findings and recommendations will be shared with the parent (the complainant) 

and, where relevant, the person complained about.  The Head will keep written records of all meetings 

and interviews held in relation to the complaint. Meetings will be minuted by the Head’s PA. Normally 

the matter will be resolved within ten school days of receiving the complaint.  

 

In the event that a complaint is received by the Head on the last day of term or in the school holidays 

the Head will endeavour to respond to the complaint within the same time frame as term time, but 

the availability of evidence or staff (including the Head) for an investigation may mean that the 

response may take considerably longer and may need to be deferred to the next term. If this is going 

to be the case the parents will receive a letter to inform them of when their complaint will be 

considered.  

 

Once the Head is satisfied that, so far as is practicable, all of the relevant facts have been established, 

a decision will be made and parents will be informed of this decision in writing. The Head will also give 

reasons for the decision.  

 

Where the parent is not satisfied with the school’s response to their complaint at stage two and 

indicates a wish to continue to stage 3, a panel hearing will take place unless the parent later indicates 

that they are now satisfied and do not wish to proceed further. The panel hearing will proceed not 

withstanding that the parent may subsequently decide not to attend. If necessary, the panel will 

consider the parent’s complaint in his/her absence and issue findings on the substance of the 

complaint thereby bringing the matter to conclusion. The requirement for the panel to proceed does 

not prevent the school from accommodating parental availability for dates or considering comments 

concerning panel composition.  

 

Stage 3 - Panel Hearing (Formal Procedure) 

 

If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution), they should write 

to the Chair of Governors at the school address outlining the nature of the complaint. The Chair of 

Governors will write to the parent(s) to acknowledge receipt of the complaint normally within two 

schools days of receipt. The Chair and Head would consider any complaint of this nature to be 

extremely important and would seek to resolve the issue as quickly and as thoroughly as possible.  

 

Having considered the nature of the complaint the Chair of Governors will liaise with the Clerk to the 

Governors to convene a hearing of the Complaints Panel. The matter will then be referred to the 

Complaints Panel for consideration. The Panel will consist of at least three persons not directly 

involved in the matters detailed in the complaint, one of whom shall be independent of the 

management and running of the school. According to DfE guidance, a person who has held a position 

of responsibility and is used to analysing evidence and in putting forward balanced arguments would 

be considered suitable to be the independent member of the Panel.   Examples of persons likely to be 

suitable are serving or retired business people, civil servants, heads or senior members of staff at other 

schools, people with a legal background and retired members of the Police Force. Each of the panel 

members shall be appointed by the Chair of Governors. The Clerk to the Governors, on behalf of the 

Panel, will then schedule a hearing to take place as soon as practicable and normally within fourteen 

days of receipt of the intention, in writing, to proceed to Stage 3. The Chair will give the complainant 
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at least five schools days’ written notice of the date of the Panel hearing (unless this is during a school 

holiday in which case it may take longer).  

 

If the Panel deem it necessary, it may require (in writing) that further particulars of the complaint or 

any related matter be supplied in advance of the hearing. Copies of such particulars shall be supplied 

to all parties not later than three school days before the hearing. Any such further particulars received 

within three days before the hearing may be disregarded and inadmissible to the Panel as there may 

be insufficient time to review the additional documentation.  

 

The parents are allowed to attend the panel hearing and may be accompanied to the hearing by one 

other person if they wish. Legal representation will not normally be appropriate.   

 

If possible, the Panel will resolve the complaint at the hearing without the need for further 

investigation.  However, if further investigation is required, the Panel will decide how such 

investigations should be carried out and shall provide a suitable time frame. The Panel will reconvene 

and, after due consideration of all facts they consider relevant, will provide the findings and 

recommendations of the Panel and will provide a copy of those findings and recommendations to the 

complainant and, where relevant, the person complained about within ten school days of the hearing. 

At this point the Chair of the Panel will write to the parents informing them of its decision and the 

reasons for it. The decision of the Panel will be final.  The Panel’s findings and recommendations will 

be sent by electronic mail or by letter to the parents (the complainant) and, where relevant, the person 

complained about. The Panel’s findings and recommendations will also be available for inspection on 

the school premises by the Chair of Governors and the Head.  

 

A Complaint against the Head  

 

If a complaint is received about the Head it is hoped the matter can be resolved informally at Stage 1. 

If a complainant believes this would not be possible, the complaint should be sent to the Chair of 

Governors, via the Clerk to the Governors who will liaise with the Chair, the complainant and, as 

appropriate, the Head. If the matter cannot be resolved by these means, the complaint will be 

considered under Stage 3 of the School’s complaints procedures.  

 

EYFS  

In addition to the above, the following applies to the Early Years Foundation Stage (EYFS). 

 

Written complaints about the fulfilment of the EYFS requirements will be investigated by the Head 

using the procedures outlined above for the Formal Resolution (Stage 2). During term time the Head 

will notify the complainant of the outcomes of the investigation within twenty-eight days; during 

school holidays this may take slightly longer (please refer to the above information about holiday 

periods in Stage 2 – Formal Resolution). The record of the complaint will be kept confidential (as 

above) but will be made available to Ofsted, DfE and Independent School Inspectorate (ISI) on request. 

 

If a parent(s) believes the school is not meeting the EYFS requirements, they are welcome to contact 

Ofsted or ISI via the contact information given below.  
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Record Keeping 

Records of all complaints, and whether they are resolved at a preliminary informal stage, formal stage 

or proceed to a panel hearing, will be kept by the School for at least six years. Similarly, a written 

record of the actions by the School as the result of each complaint will also be maintained (regardless 

of whether or not the complaint is upheld). Records of complaints are made available to Ofsted and 

the DfE on request. The records will also contain actions taken by the school as a result of these 

complaints (regardless of whether they are upheld). Correspondence, statements and records relating 

to individual complaints are kept confidential except where the Secretary of State or a body 

conducting an inspection under section 109 of the 2008 Act requests access to them. 

Formal Complaints Procedure in the last year (2016 – 2017) 

No formal complaints were received in the 2016 – 2017 academic year. 

Formal Complaints Procedure in the last year (2015 – 2016) 

No formal complaints were received in the 2015 – 2016 academic year. 

Formal Complaints Procedure in the last year (2014 – 2015) 

No formal complaints were received in the 2014 – 2015 academic year. 

Formal Complaints Procedure in the previous year (2013-2014) 

One formal complaint was received in the 2013-2014 academic year – not upheld. 

Contacts 

Chair of Governors 

Correspondence for her attention should be addressed to her personally, marked “Addressee only” 

and sent to the school for forwarding to the Chair (see school address on page 3). Alternatively the 

Chair can be contacted by email at chair@stcedds.org.uk 

Ofsted 

Piccadilly Gate 

Store Street 

Manchester 

M1 2WD 

Helpline: 0300 123 1231.  

Phone: 0161 618 8524. enquiries@ofsted.gov.uk. 

ISI 

CAP House 

9-12 Long Lane

London EC1A 9HA

www.isi.net

Telephone: 020 7600 0100

mailto:chair@stcedds.org.uk


7 Reviewed: 2 October 2017 by Dr Edmonds (Head) and Chair of Governors 

Policy Approval  Governors 

Person responsible for implementation and monitoring: The Head and Chair of Governors 

Period of Review: At least annually 

This policy have been approved by Mrs Marshall (Chair of Governors) and formally approved and 

adopted by the Governors. 

Mrs Marshall, Chair of Governors 2 October 2017 

SAFEGUARDING STATEMENT 

St Cedd’s School is committed to maintaining a safe and secure environment for all pupils and a ‘culture of vigilance’ to safeguard and 

protect all in its care, and to all aspects of its ‘Safeguarding and Promoting the Welfare of Pupils Policy’. 

EQUAL OPPORTUNITIES STATEMENT 

The aims of the School and the principles of excellent pastoral care will be applied to all children irrespective of differences in ethnic 

background, culture, language, religion, sexual orientation, gender, gender reassignment and disabilities, so long as in the last matter the 

student is able to involve himself or herself in the activity concerned; equally these differences will be recognised and respected, and the 

School will aim to provide a positive culture of tolerance, equality and mutual respect. 


