Concerns, Complaints & Conciliation procedures
Aim of this Procedure
To help the school and parents/carers resolve issues and disagreements in a fair and agreed
manner.
Areas Covered by the Procedure
The procedure sets out arrangements to consider complaints about the delivery of the National
Curriculum, including the EYFS curriculum; Collective Worship & RE; charging for school activities;
the provision of information for parents; the provision for children with special educational
needs; provision for children with English as an additional language; and provision for ‘gifted and
talented’ children.
It can also be used by parents for complaints about matters such as: the organisation and
management of the school; the quality of teaching; relationships between pupils and staff,
between parents and staff, and between pupils.
Parental Concerns and Complaints
At Montpelier our aim is to take informal concerns seriously at the earliest stage. We have an
‘open door’ policy and hope that parents/carers feel able to raise issues of concern to them with
the child’s class teacher or other member of staff at the earliest opportunity. By taking parental
concerns seriously and investigating issues thoroughly, we aim to reduce the amount of concerns
that become formal complaints.
Definition of a Concern
A concern in this context can be defined as a matter relating to school that causes anxiety or
uneasiness.
Definition of a Complaint
A complaint can be defined as any expression of significant dissatisfaction with the service
provided.
Outcome of Raising Concerns or Complaints
At each stage in the procedure, a complaint may be resolved by: an explanation; an explanation
of the steps that have been taken in light of the concern/complaint; an apology; an admission
that the situation could have been handled differently; an undertaking to review school policies
in light of the concern/complaint.
In all cases, it is our aim that concerns and complaints can be resolved to everyone’s
satisfaction. We aim to deal with all concerns and complaints in consistent way, respecting
people’s desire for confidentiality, ensuring a full and fair investigation by an independent person
where necessary.
The Procedure
Stage 1: Informal Concern/Complaint
Informal Discussion: The school hopes that most concerns/complaints can be resolved to
everyone’s satisfaction informally whenever possible. Concerns and complaints at this stage can
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be made by informal discussions with the staff member concerned, including informal phone
conversations, informal notes or letters, or informal emails.
Stage 1 can also include informal communications with the Headteacher or Deputy
Headteachers.
Anonymous concerns/complaints will be dealt with at the school’s discretion, depending on the
nature and seriousness of the concern/complaint.
Timing: We aim to deal with concerns and complaints promptly and thoroughly. Wherever
possible, parents/carers should try to raise concerns with the school as soon as possible after an
incident so that it can be dealt with effectively. Other than in emergencies, the best way to do
this is by appointment with the school office.
Members of Staff: Depending on the concern or complaint, issues can be raised with:
 The child’s class teacher
 The ‘Phase Leader’
 The Deputy Headteachers
 The Headteacher
In most cases, it is best to first speak directly with the member of staff involved. If you are unsure
of who to contact, please ask at the School Office.
Please note that before and after school, members of the school leadership team are normally
on duty in the playgrounds and are available to speak to parents if informal concerns arise.
Recording Informal Complaints: The school will note that an informal concern has been raised
but record only the nature of the matter and the date.
Conduct and Confidentiality – Adults are asked not to discuss serious concerns or complaints in
corridors or in the playground, to respect the confidentiality of those concerned. Adults are also
asked to be good role models for children when discussing concerns/complaints with each other.
Governor Role – Members of the Governing Body are not expected to get involved with
individual parental concerns at Stage 1, other than to advise parents/carers to refer to the
school’s ‘Concerns, Complaints and Conciliation Procedure’.
Outcome – In most cases, staff will try to resolve informal concerns and complaints by meeting
parents face-to-face, or where this is not possible, through telephone conversations or informal
emails. Formal written responses from either side should be avoided if possible while the
complaint/concern is still at the informal stage.
Stage 2: Formal Complaint
Formal Complaint: If the disagreement cannot be resolved through informal means, or if the
complaint is of a very serious nature (e.g. an allegation against a member of staff), parents can
bring the complaint to the attention of the school formally using a letter of complaint to be
written to the Headteacher.

If the complaint is actually about the Headteacher, the complainant may want to address their
concerns to the Chair of Governors (contacted via the school office).
At Stage 2, the complainant may be dissatisfied with the way the complaint was handled at Stage
1 as well as pursuing their initial concern/complaint.
Timing: The school will acknowledge the formal complaint within two school days. The matter
will then be investigated and parents will receive a formal written response within five school
days or, if the investigation is protracted, a letter to advise them of progress made. The response
will detail the decision reached and the reasons for it and any action taken or to be taken.
Outcome: Parents will then be offered an opportunity to discuss the contents of the formal
written response with the Headteacher. If the parent/carer is still unhappy with the outcome,
they may want to progress to Stage 3 of this Procedure.
Recording Formal Complaints: The school will keep records of all complaints, including dates and
details of complaints received, action taken and outcome. Where the complaint has been
received by the Chair of Governors, the same procedure will be followed.
Getting Advice: Sometimes the school’s attached adviser or other member of staff in the Local
Authority (LA) can help resolve the complaint while it is still at this stage. However, the process
of investigating the complaint itself is the responsibility of the school.
At Stage 2, the Chair of Governors will be informed by the Head that a complaint is in progress so
that s/he can ensure that the above timetables are being adhered to and can chase any party
holding up the procedures.
Governor Role: Individual Complaints would not be heard by the whole Governing Body Meeting
at any stage, as this could compromise the impartiality of any Complaints Appeal Panel set up in
Stage 3.
Monitoring Formal Complaints at Stage 2 and Stage 3: The type and frequency of complaints
received will be reviewed by the school’s Leadership Team from time to time so that services can
be improved. Individual records will remain confidential, and names and details of individuals
involved will not be shared.
Stage 3: Formal Governing Body Complaints Panel
Complaints Panel: In the event of the parent/carer still not being satisfied, s/he should put the
complaint in writing formally to the governing body for consideration by a complaints panel
which will be delegated the power to make a final decision on the complaint on behalf of the
whole governing body.
Where it is not practicable for the complainant to submit a complaint in writing, then this
complaint should be made verbally. Where appropriate, arrangements for interpreting should be
made.
Timing: The complaints panel will be convened within six school weeks and will be made up of
three governors who have not previously been involved with the complaint, do not know the
complainant personally and have no other interest in the complaint. Staff or teacher governors
will not normally be panel members.

Two weeks before the panel sits, both parties will submit written evidence. At the hearing, the
panel will interview the headteacher and the complainant, both of whom are entitled to be
accompanied by a ‘friend’ who can speak on their behalf. The panel will reach its decision within
eight school days when the panel chair will notify the complainant, the headteacher and the
Chair of Governors of its decision.
A timetable and guidelines for Complaints Panel procedures are available separately and will be
issued immediately to any complainant wishing to pursue a Stage 3 complaint.
Outcome: The decision of the Complaints Panel is final. If the complainant is still not satisfied
s/he can take the matter to the Local Authority or the Secretary of State for Education, whose
role would be to scrutinise the procedures followed by the school in investigating the complaint
and make sure the parent/carers rights have not been compromised
Appendix - Concerns, Complaints and Conciliation Procedure
Guidelines for Stage 3 Procedures
Timescale after Stage 3 Complaint received:
Within 3 school weeks - a panel is set up and the date and conduct of the hearing is agreed
and confirmed in writing.
Within 6 school weeks - panel sits and hears evidence addressed only to the original
complaint. (All written evidence must be submitted by 10 school days before the hearing when it
is circulated to both parties and to panel members. The panel must be notified of any witnesses
appearing at the hearing by 5 school days before the hearing.)
Within 2 weeks of hearing -panel informs both parties of its decision in writing.
Plan and Conduct of Panel Hearing:
1. Introduction by Chair of Panel
2. Complainant makes statement (not more than 20 minutes)
3. Headteacher makes statement (not more than 20 minutes)
4. Complainant and Headteacher questioned by panel but do not question each other except via
the panel and at the panel’s discretion. Either may be accompanied by a ‘friend’ who may speak
but should not be representing in an official capacity e.g.. lawyer, union representative.
5. Any witnesses notified to the panel by 5 school days beforehand, may be questioned
6. Headteacher makes final statement (not more than 5 minutes)
7. Complainant makes final statement (not more than 5 minutes)
8. Panel reaches its decision in private. It may ask for more evidence if it is required in order to
reach a fair verdict.
9. Panel chair notifies the complainant, Headteacher and Chair of Governors in writing of its
decision.
The total duration of hearing should be 1 - 2 hours plus a private session afterwards.

