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                           St Philip’s Catholic Primary School 

                       Our Mission Statement 

  

St Philip’s is a welcoming community where everyone belongs.  

With Christ at the centre, we pray together and show our love for God by 

living the Gospels.  

Showing care and compassion for each other, we are kind and sharing; 

treating each other fairly and with respect. We value everyone as unique 

children of God.   

We create a caring, stimulating environment where everyone feels safe and 

secure. 

We foster a love of learning, embracing challenge and never giving up. With 

support and encouragement, we learn from our mistakes and always strive 

to do our best.  

We find the best in everyone, nurturing our individual strengths and 

developing the confidence to allow everyone to reach their potential, 

preparing ourselves for the journey ahead. 

 



Background 
 
Section 29 of the Education Act (2002) requires all local authority maintained schools to 
produce and make available a procedure to deal with complaints related to the school or any 
community facilities or services provided by the school. 
 
Is it a ‘complaint’? 
 
Parents and others are often not reluctant to share concerns about aspects of the school’s 
work. St Philip’s Catholic Primary School restricts the use of the word ‘complaint’ to 
situations where a situation is being formally investigated. Matters dealt with under the 
informal procedure are referred to as ‘concerns’ or ‘clarification’ as terminology of this nature 
may well be more conducive towards resolving matters informally and more quickly. 
 
An informal solution is also more likely to emerge if the potential complainant is asked to 
identify what they think would resolve the situation. 
 
 
Ensure that accurate records are kept 
 

 Notes of meetings held and of telephone conversations will be attached to the record 

 Consideration will be given to recording conversations in situations where there are 
communication difficulties.  (Permission must be sought from all parties involved) 

 All stages of the process will be documented in a single file held centrally by the 
person designated as the complaints co-ordinator  

 All such records are subject to the Freedom of Information and Data Protection Acts. 
Content therefore will be factual and objective 

 
Be informed by the ‘need to know’ principle 
 

 Concerns are sometimes brought to a governor in the first instance. Governors need 
to understand that their response will to be to advise the person to follow the 
procedure set out in the school’s complaints policy. The Chair should be advised that 
this procedure has been followed without providing details of the substance of the 
potential complaint. This ensures that the governor concerned does not play any part 
in any subsequent investigation. It is essential to prevent governors becoming aware 
of the details of a complaint. Otherwise they may become ‘compromised’ and this 
would cause difficulties at later stages of the complaints procedure 
 

 Should a concern be shared with the entire governing body, arrangements should be 
made to convene an independent panel via the local authority or diocese.  
 

 

 

 

 

 

 

 

 

 



Does a school’s complaints procedure cover all provision? 
 
The DfE’s advice identifies areas lying outside the scope of school procedures. 
 

Exceptions Whom to contact 

 Admissions to school 

 Statutory assessments 
of Special Educational 
Needs 

 School re-organisation 
proposals 

 Matters likely to require 
a Child Protection 
investigation 

Local authority. 

 Exclusion from school Parents and carers may use procedures to 
challenge permanent exclusions and fixed term 
exclusions of more than 5 days in a given term. 
Concerns about the process followed can be raised 
via the complaints procedure. 

 Whistleblowing   Schools should have an internal procedure 
for employees and volunteers. 

 Ofsted may be contacted by email 
(whistleblowing@ofsted.gov.uk) telephone 
(03001233155) or in writing (WBHL, Ofsted, 
Piccadilly Gate, Store Street, Manchester, 
M1 2WD. 

 Staff grievances and 
disciplinary procedures 

Schools must have staff grievances, discipline and 
conduct procedures in place. Complainants are not 
informed of the outcomes of actions under this 
procedure. 

 Complaints about 
services provided by 
external bodies using a 
school’s premises or 
facilities. 

Providers should be contacted directly and have 
their own procedures for such eventualities. 

 
 
Is it vexatious? 
 
There will be some complainants who are reluctant to accept the outcome of the process. In 
such cases the person should be encouraged to refer the matter to the Secretary of State.  
 
The Secretary of State’s powers are delegated to the School Complaints Unit (SCU). The 
SCU will only consider cases in which the governing body has acted unlawfully or 
unreasonably. It will only overturn a decision in extreme circumstances. If it decides that a 
school has not followed its published procedures it has the power to direct that the process 
is re-visited. 
 

Telephone 0370 000 2288 

Online www.education.gov.uk/help/contactus 

Letter DfE, School Complaints Unit, 2nd Floor, Piccadilly Gate, Store Street, 
Manchester, M1 2WD. 

 
 

mailto:whistleblowing@ofsted.gov.uk
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Should the complainant continue to make contact on the same issue the Chair of Governors 
has the power to inform them that the process is complete and the matter is therefore 
closed. 
 
In the context of Freedom of Information requests ‘vexatious’ is defined as the ‘manifestly 
unjustified, inappropriate or improper use of a formal procedure.’ It is not, however, a term 
that the DfE employs, preferring the terms ‘serial’ or ‘persistent’ complaints. NAHT advises 
that these criteria may be used in determining whether the situation may be defined as 
‘serial’ or persistent’ 
 
What criteria may be applied to decide whether it is ‘manifestly unjustified, 
inappropriate or improper’? 
 

 All reasonable steps have been taken to address matters 

 A clear statement has been provided of the school’s position 

 The school is being repeatedly contacted with the same points being raised 

 The school has reasonable grounds for believing that the intention is to cause 
inconvenience 

 Communications are aggressive in tone or content. Abusive, derogatory and/or 
threatening comments are made 

 
Is it harassment? 
 
The DfE guidance suggests that schools should seek legal advice if they think that persistent 
contact by a complainant constitutes harassment.  
 

General Principles: 

 This procedure is intended to allow you to raise a concern or complaint relating to the 

school, or the services that it provides. 

 An anonymous concern or complaint will not be investigated under this procedure, 

unless there are exceptional circumstances. 

 To enable a proper investigation, concerns or complaints should be brought to the 

attention of the school as soon as possible. In general, any matter raised more than 3 

months after the event, being complained of, will not be considered. 

Raising a concern or complaint 

Informal Stage 

A Staged Approach to Managing Complaints 

Stages 1 –4 are informal and stages 5-7 are formal. Any person expressing continued 

dissatisfaction should be advised of the next stage in the procedure. 

Stage One: Meet the relevant teacher 

 The majority of complaints are likely to arise from a classroom situation and 
complainants are therefore advised to contact the teacher who will endeavour to 
establish a clear picture of the situation from all points of view. Most problems can be 
resolved at this informal stage.  

 If a simple explanation will not solve the matter, the member of staff who is dealing 

with the complaint should ensure that the person is reassured that the matter will be 



investigated and is clear on what action has been agreed. All staff should be aware 

of the need for confidentiality.  

 If either the complainant or staff member feels the matter needs to be taken further, 

the relevant Assistant Headteacher or other senior member of staff will be contacted 

(Stage 2).  

 The complaint should be briefly recorded in the class incident folder, written 

complaints should always be acknowledged in writing.  

Stage Two: Meet and / or speak to the Assistant Headteacher or Senior Member of 

Staff 

 Concerns that remain unresolved at the end of Stage 1 should be referred to the 

relevant Assistant Headteacher or a senior member of staff. The AHT, or other senior 

member of staff, will then investigate the matter further.  

 The AHT (or other senior member of staff) will meet with the teacher (or other 

relevant member of staff) and any pupils involved to investigate the matter further. 

The AHT will take notes using the school incident form. 

 If the matter is not solved at this stage, and either the complainant or AHT feels the 

matter needs to be taken further, the Headteacher will be contacted. (Stage 3) 

Stage Three: Meet and/or speak to the Headteacher 

 More serious concerns that remain unresolved at the end of Stage 2 should be 

referred to the Headteacher. The Headteacher will then investigate the matter further.  

 The complaint will be acknowledged, either verbally or in writing, within five school 

days. A full written response will be made within 15 school days. Any meetings that 

are held with the complainant in relation to the complaint should be arranged within 

10 school days.  

 A log of all contacts relating to the complaint should be kept.  

 The Headteacher should communicate the outcome to the complainant in writing. 

Agreed actions should be put in writing if appropriate.  

 If, as a result of the investigation, issues arise relating to staff discipline or capability, 

details should remain confidential to the Headteacher. However, the complainant 

should be informed that the school has taken appropriate follow-up action.  

Stage Four: Mediation with two nominated governors. 

 If serious concerns remain unresolved at the end of Stage 3 the Headteacher should 

refer the matter to the Chair of Governors, who will then appoint two nominated 

governors to mediate. 

 The two nominated governors will explore the matter further. This may involve 

meeting with the complainant and the member of staff.  

 The outcome and agreed actions should be recorded. The complaint will be 

acknowledged within five school days. The nominated governors will make a full 

written response will be made within 15 school days.  

 If the complainant is not satisfied with the outcome then it moves to the formal stage 

of the complaints procedure. The complainant should be advised to write to the Chair 

of Governors.  

 If there has been no response from the complainant within 10 school days a follow up 

letter may be sent out. If there has been no response from the complainant to a 

follow up letter within 10 school days a satisfactory response may be assumed.  



If your concern or complaint is not resolved at the informal stage you may choose to put the 

complaint in writing and pass it to the Head Teacher, who will be responsible for ensuring 

that it is investigated appropriately. If the complaint is about the Head Teacher, your 

complaint should be passed to the Clerk to the governing body, for the attention of the Chair 

of the governing body. 

A Complaint Form is provided to assist you. 

You should include details which might assist the investigation, such as names of potential 

witnesses, dates and times of events, and copies of relevant documents.  

It is very important that you include a clear statement of the actions that you would like the 

school to take to resolve your concern. Without this, it is much more difficult to proceed. 

Please pass the completed form, in a sealed envelope to the school office. The envelope 

should be addressed to the Head Teacher, or to the Clerk to the governing body, as 

appropriate. 

The Head Teacher (or Chair) may invite you to a meeting to clarify your concerns and to 

explore the possibility of an informal resolution. If you accept that invitation, you may be 

accompanied by a friend, if you wish, to assist you in explaining the nature of your concerns. 

It is possible that your complaint will be resolved through a meeting with the Head Teacher 

(or Chair). If not, arrangements will be made for the matter to be fully investigated, using the 

appropriate procedure. In any case you should learn in writing, usually within 5 days of the 

school receiving your formal complaint, of how the school intends to proceed. This 

notification should include an indication of the anticipated timescale. 

Any investigation will begin as soon as possible and when it has been concluded, you will be 

informed in writing of its conclusion.  

If you are not satisfied with the manner in which the process has been followed, you may 

request that the governing body reviews the process followed by the school, in handling the 

complaint. Any such request must be made in writing to the clerk to the governing body, 

within 10 school days of receiving notice of the outcome, and include a statement specifying 

any perceived failures to follow the procedure. The procedure described below will be 

followed. A Review Request form is provided for your convenience. 

Stage Five: Formal Complaint to Chair of Governors  

 Governors should only proceed with the formal stage of the Complaints Procedure if 

they have received a complaint in writing addressed to the Chair of Governors and all 

previous stages have been exhausted.  

 Acknowledgement of the complainant’s written complaint should normally be sent by 

the Clerk to the Governing Body within 5 days.  

 To avoid conflict of interest it is vital that the full Governing Body does not hear the 

complaint at this stage. Any Governor who has been involved with the complaint at 

an earlier stage would be unable to give objective consideration of the issue.  

 The Governing Body should convene a small panel of 3-5 Governors who have not 

previously been involved in the complaint. This panel should meet within 15 school 

days of receiving the complaint. For further details see Appendix 1. 



 The Chair of the panel should notify the Headteacher and the complainant as to 

whether they will be invited to present their case to the panel. Alternatively, the panel 

may decide to consider written material only. Both parties must be treated equally.  

 If the complaint relates to a staff disciplinary or capability matter about which the 

Headteacher has already taken action, the Governors should focus on how the 

original complaint was managed to avoid prejudicing any ongoing disciplinary or 

capability procedures.  

 The panel will meet between 12 and 20 days from receipt of a letter of complaint. The 

committee's decision is final and Headteacher and Complainant will be told of its 

findings within five school days of the hearing. 

Stage Six: Appeal to Secretary of State for Children, Schools and Families 

If you believe that the school has not dealt with your complaint reasonably, you can appeal 

in writing to the:  

 

Secretary of State for Children, Schools and Families 

Sanctuary Buildings 

Great Smith Street 

London SW1P 3BT 

The Secretary of State can take action if a governing body has not carried out or fulfilled a 

statutory duty, or has acted unreasonably. The Secretary of State cannot do anything until 

the school has finished looking into the complaint. 

Stage Seven: Local Government Ombudsman 

If you believe there is a fault in the way your complaint has been dealt with, the second 
option is for you to write to: 

Local Government Ombudsman 
PO Box 4771 
Coventry CV4 OEH 

Phone: 0845 602 1983 
Email: advice@lgo.org.uk  
Website: Local Government Ombudsman  

The Ombudsman will only investigate where there has been a fault in the way the process 
was handled by the school. They can investigate complaints about how something has been 
done.  

This could be giving the wrong information, not dealing with letters or taking too long to take 
action. They cannot question what has been done just because someone does not agree 
with the result. 

The Ombudsman cannot investigate how schools and colleges are run. The Ombudsman 
cannot do anything until the school  have finished looking into your complaint. The 
Ombudsman will only investigate issues of maladministration. 

mailto:advice@lgo.org.uk
http://www.lgo.org.uk/


Anonymous Complaints 

Complaints expressed anonymously may be less powerful and more difficult to follow up but 

will be considered at the discretion of an investigating governor. This would usually be the 

Chair of Governors in the first instance. (The Chair may decide to refer the complaint to a 

nominated governor.) In exercising this discretion the factors which will be taken into account 

would include: - 

 the seriousness of the issues raised; eg. an allegation of criminal conduct or a child 

protection matter should be investigated where at all possible  

 the credibility of the concern; and  

 the likelihood of confirming the allegation from attributable sources.  

The investigating governor will decide if the complaint meets the above criteria or not. If not, 

no further action will be taken and the anonymous complaint will be filed. It will not be 

reported to the Governing Body. If a complaint does meet the above criteria normal 

procedures will apply with the investigating governor acting for the complainant and the 

complaint will be reported to the Governing Body. 

Reporting and Monitoring Complaints 

An annual report on all complaints will be made to the Full Governing Body by the 

Headteacher. The report should identify the number of written complaints, trends and areas 

for concern and make recommendations for action. The report should highlight any resultant 

changes to school procedures or policies. The report will specifically highlight complaints 

dealing with collective worship, RE, National Curriculum, and provision of information. 

Retention 

Individual complaints and related information will be retained for one year after a child has 

left the school.  

Appendix 1 

The governing body may nominate a number of members with delegated powers to hear 
complaints at that stage, and set out its terms of reference. These can include: 

 drawing up its procedures 

 hearing individual appeals 

 making recommendations on policy as a result of complaints 
 
The procedure adopted by the panel for dealing with complaints would normally be part of 
the school’s complaints procedure. The panel can be drawn from the nominated members 
and may consist of three or five people. The panel may choose their own chair. 
 
The Remit of the Complaints Panel 
 
The panel 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 school’s systems or procedures to ensure that problems 
of a similar nature do not recur 

 
There are several points which any governor sitting on a complaints panel needs to 
remember: 



 It is important that the panel is independent and impartial and that it is seen to be so.  

 No governor may sit on the panel if they have had a prior involvement in the 
complaint or in the circumstances surrounding it.  

 In deciding the make-up of the panel, governors need to try and ensure that it is a 
cross-section of the categories of governor and sensitive to the issues of race, 
gender and religious affiliation. 

 The aim of the complaints panel, which needs to be held in private, will always be to 
resolve the complaint and achieve reconciliation between the school and the 
complainant. 

 However, it has to be recognised the complainant might not be satisfied with the 
outcome if the panel does not find in their favour. It may only be possible to establish 
the facts and make recommendations which will satisfy the complainant that his or 
her complaint has been taken seriously. 

 An effective panel will acknowledge that many complainants feel nervous and 
inhibited in a formal setting. Parents often feel emotional when discussing an issue 
that affects their child. The panel chair will ensure that the proceedings are as 
welcoming as possible. The layout of the room will set the tone and care is needed to 
ensure the setting is informal and not adversarial. 

 Extra care needs to be taken when the complainant is a child. Careful consideration 
of the atmosphere and proceedings will ensure that the child does not feel 
intimidated. The panel needs to be aware of the views of the child and give them 
equal consideration to those of adults. Where the child’s parent is the complainant, it 
would be helpful to give the parent the opportunity to say which parts of the panel, if 
any, the child needs to attend. 

 The governors sitting on the panel need to be aware of the complaints procedure. 
 
The Role of the Clerk 
 
The Department of Education strongly recommends that any panel or group of governors 
considering complaints be clerked. The clerk would be the contact point for the complainant 
and be required to: 

 Set the date, time and venue of the hearing, ensuring that the dates are convenient 
to all parties and that the venue and proceedings are accessible 

 Collate any written material and send it to the parties in advance of the hearing 

 Meet and welcome the parties as they arrive at the hearing 

 Record the proceedings 

 Notify all parties of the panel’s decision 
 
Appendix 2 
 
Checklist for a Complaints Panel 
 
The panel needs to take the following points into account: 

 The hearing is as informal as possible. 

 Witnesses are only required to attend for the part of the hearing in which they give 
their evidence. 

 
 
After introductions, the complainant is invited to explain their complaint, and be followed by 
their witnesses. 

 The Headteacher may question both the complainant and the witnesses after each 
has spoken. 

 The Headteacher is then invited to explain the school’s actions and be followed by 
the school’s witnesses. 



 The complainant may question both the Headteacher and the witnesses after each 
has spoken 

 The panel may ask questions at any point 

 The complainant is then invited to sum up their complaint 

 The Headteacher is then invited to sum up the school’s actions and response to the 
complaint. 

 Both parties leave together while the panel decides on the issues 

 The chair explains that both parties will hear from the panel within a set time scale. 
 
Review Process 

Any review of the process followed by the school will be conducted by a panel of three 

members of the governing body. This will usually take place within 10 school days of receipt 

of your request. 

The review will normally be conducted through a consideration of written submissions, but 

reasonable requests to make oral representations should be considered sympathetically.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Model Forms 

St Philip’s Catholic Primary School: Meeting Request Form 

I wish to meet [name of teacher] to discuss the following matter: 

 

 

 

Your name:  

Relationship with school (e.g. parent of a pupil on the school roll): 

Pupil’s name (if relevant to the matter to be discussed) 

Your Address: 

Telephone numbers 

Daytime:      Evening: 

e-mail address: 

Signed ............................................................                       Date .............................. 

 

[Please complete this form and return it to the school office]  

School use: 

Date Form received:    Date response sent: 

Received by:    Response sent by:  

 

 

 

 

 

 

 

 



St Philip’s Catholic Primary School Formal Complaint Form 

Please complete this form and return it to the school office or to the Head Teacher who will 

acknowledge its receipt and inform you of the next stage in the procedure. 

Your name: …………………………………………… 

Relationship with school (e.g. parent of a pupil on the school roll): 

 ………………………………………………………… 

Pupil’s name (if relevant to your complaint): 

………………………………………………………… 

Your Address: 

Telephone numbers 

Daytime:      Evening: 

E-mail address: 

Please give concise details of your complaint, (including dates, names of witnesses etc…), 

to allow the matter to be fully investigated: 

 

 

 

You may continue on separate paper, or attach additional documents, if you wish. 

Number of Additional pages attached = 

Signature: 

Date: 

School use: 

Date Form received: 

Received by: 

Date acknowledgement sent: 

Acknowledgement sent by: 

Complaint referred to:    

Date:    

 



St Philip’s Catholic Primary School Complaint Review Request Form 

Please complete this form and return it to Head Teacher (or Clerk to the governing body), 

who will acknowledge its receipt and inform you of the next stage in the procedure. 

Your name: …………………………………………… 

Your Address: 

Telephone numbers:  

Daytime:      Evening: 

E-mail address: 

Dear Sir/Madam, 

I submitted a formal complaint to the school on …………. and am dissatisfied by the 

procedure that has been followed. 

My complaint was submitted to …………… and I received a response from …………….. on 

………….. . 

I have attached copies of my formal complaint and of the response(s) from the school. 

I am dissatisfied with the way in which the procedure was carried out, because: 

 

 

You may continue on separate paper, or attach additional documents, if you wish. 

Number of Additional pages attached = 

Signature: 

Date: 

School use 

Date Form received: 

Received by: 

Date acknowledgement sent: 

Acknowledgement sent by: 

 

Request referred to:    

Date:    

Model Letters 



Response to spurious complainant 

Dear [Name of complainant] 

Thank you for submitting your concern in the letter received on the [insert date]. After careful 

consideration, unfortunately, I am unable to deal with this matter under the Governing Body’s 

Complaints Procedure. This is because: 

[we suggest that you include one of the following statements] 

 The substance of your complaint has been addressed under the complaints 

procedure already.  

 The concerns that you raise do not fall within the scope of this procedure [suggest 

alternative for example: admissions policy, exclusion policy, behaviour policy, 

grievance procedure etc] 

If you wish my decision to be reviewed then you can follow the school’s Formal Complaint 

Procedure, by writing to the Clerk to the Governing Body. 

Yours sincerely, 

Head Teacher 

Or Chair of Governing Body  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



Acknowledgement of receipt of formal complaint and invitation to meet 

Dear [Name of Complainant]  

I have received your formal complaint, dated ……. I am grateful that you have brought this to 

my attention. 

The school and governing body take any complaint seriously. Therefore, I would like to meet 

with you, as soon as possible, so that I may understand the details of your concerns more 

clearly. You are welcome to be accompanied to the meeting by a friend, if you would find this 

helpful. Please telephone…………… in order to arrange an appointment. OR I can offer you 

an appointment at  …. on ,……….. Please let me know if this is convenient. 

I hope that we will be able to resolve your concerns through our meeting, but if not I will 

ensure that the appropriate investigation takes place.  

 

Yours sincerely, 

 

 

 

 

Head Teacher 

Or Chair of Governing Body  

 

  

 

 

 

 

 

 

 

 

 



Acknowledgement of receipt of formal complaint referred by a third party [e.g. LA, 

Diocese, MP] 

 

Dear [Name of Complainant] 

 

I have received a copy of the documentation that you sent in to …………. setting out a 

complaint about ………….. . This has been passed to the school as it has responsibility for 

these matters.  

 

The school and governing body take any complaint seriously. Therefore I would like to meet 

with you, so that I may understand the details of your concerns more clearly. Please 

telephone …………, in order to arrange an appointment. OR I can offer you an appointment 

at  ……. on ………... Please let me know if this is convenient. 

 

Meanwhile I would be grateful if you would complete and return the Formal Complaint Form 

that is enclosed, along with details of the school’s complaints procedure. 

 

I hope that we will be able to resolve your concerns through our meeting, but if not I will 

ensure that the appropriate investigation takes place.  

 

Yours sincerely, 

 

 

 

 

Head Teacher 

Or Chair of Governing Body  

 

 

  

 



Acknowledgements of receipt of formal complaint and advising complainant that the 

matter is being dealt with under a confidential school procedure 

Dear ………. 

 

I have received your formal complaint, dated …… . I am grateful that you have brought this 

to my attention. 

 

The school and governing body take any complaint seriously. Therefore I have initiated an 

immediate investigation. It is possible that the investigator will wish to meet with you to clarify 

the evidence that you have provided so far. If so, he/she will write to you to make suitable 

arrangements. 

 

As your concerns relate to the conduct/capability of a member of staff, the investigation will 

be carried out under the school’s personnel procedures. This means that the detail of the 

procedure and its outcome must remain confidential to the school and the member of staff 

concerned. 

OR 

As your concerns relate to the behaviour of a pupil, the investigation will be carried out under 

the school’s pupil conduct and disciplinary procedures. This means that the detail of the 

procedure and its outcome must remain confidential to the school and the parents of the 

child concerned. 

 

In due course, I may be able to provide you with some information about the outcomes of the 

investigation and the processes that have been followed, but in any event will let you know 

when the matter has been concluded. 

 

If I can be of any further assistance, please do let me know. 

 

 

Yours sincerely, 

 

 

Head Teacher 

Or Chair of Governing Body  



  

NOTIFICATION OF DECISION REGARDING FORMAL COMPLAINT 

Dear  

Following receipt of your complaint and careful consideration of all the available relevant 

evidence, I/the panel have/has concluded that: 

The concern is not substantiated by the evidence in that ……  

OR 

The concern was substantiated in part/in full, as ……….  The school will review its 

practices/procedures….... with the intention of avoiding any reoccurrence.  Parents will be 

informed in due course of any policy changes.   

OR 

In order to address fully the matters investigated, the school has initiated appropriate internal 

procedures. Due to the nature of these procedures, their outcome must remain strictly 

confidential. We are confident, however, that the circumstances that gave rise to your 

complaint should not recur 

OR 

In order to address fully the matters of concern that you identified, the panel    recommended 

that the governing body should review its  ……….. policy, as a matter of urgency. We are 

confident that this should prevent similar concerns arising in future. 

I hope that this will now conclude the matter and we can look to the future working together 

for the benefit of your child’s and the school. 

Yours sincerely, 

Head Teacher/Chair of Governing Body/Chair of Panel 

 

 

 

  

 

 

 

 

 



REVIEW OUTCOME NOTIFICATION 

Dear  

Having carefully considered your representations in the context of the relevant evidence, the 

Governing Body Complaints Review Panel has concluded that the school followed the 

relevant procedure appropriately in respect of your complaint.   

Summary of reasons ………………… 

Therefore, we now consider the matter closed. 

Or 

Having carefully considered your representations in the context of the relevant evidence, the 

Governing Body Complaints Review Panel has concluded that the school followed the 

relevant procedure appropriately in respect of your complaint except ………….. .  

Therefore, the following action will be taken ………. . 

Once this action has been completed the school will consider the matter to be closed. 

Or 

Having carefully considered your representations in the context of the relevant evidence, the 

Governing Body Complaints Review Panel has concluded that the school followed the 

relevant procedure appropriately in respect of your complaint except ………….. .  

However the panel determined that this procedural failure did not affect the outcome of the 

consideration of your complaint so, while we regret this error, we will now consider this 

matter to be closed as far as the school is concerned. 

Yours sincerely, 

 

Chair of Complaints Review Panel 

 

c.c. Head Teacher 

       Chair of Governors 

  

 

 


