
 

 

Elements‌ ‌Primary‌ ‌School‌ ‌Complaints‌ ‌Procedure‌ ‌ 

Informal‌ ‌Stage‌ ‌ 

Where‌ ‌to‌ ‌complain?‌ ‌ 

Appropriate‌ ‌member‌ ‌of‌ ‌staff‌ ‌ 

● Parents‌ ‌should‌ ‌be‌ ‌given‌ ‌the‌ ‌opportunity‌ ‌to‌ ‌discuss‌ ‌their‌ ‌concerns‌ ‌with‌ ‌an‌‌                       
appropriate‌ ‌member‌ ‌of‌ ‌staff,‌ ‌such‌ ‌as‌ ‌the‌ ‌class‌ ‌teacher.‌ ‌ 

● In‌‌many‌‌cases‌‌parents'‌‌concerns‌‌and‌‌complaints‌‌are‌‌resolved‌‌at‌‌this‌‌early‌‌part‌‌of‌‌                           
the‌ ‌informal‌ ‌stage.‌‌ ‌  

● If‌ ‌the‌ ‌concern‌ ‌remains‌ ‌unresolved‌ ‌the‌ ‌staff‌ ‌member‌ ‌should‌‌advise‌‌the‌‌parent‌‌                       
that‌ ‌they‌ ‌may‌ ‌complain‌ ‌to‌ ‌the‌ ‌Executive‌ ‌Principal.‌ ‌ 

‌ 
Executive‌ ‌Principal‌ ‌ 

The‌ ‌Executive‌ ‌Principal‌ ‌should:‌ ‌ 
‌ 

● Meet‌ ‌with‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌ ‌complaint‌ ‌and‌ ‌obtain‌ ‌full‌ ‌details‌ ‌of‌ ‌the‌ ‌complaint.‌ ‌ 
● Discuss‌ ‌this‌ ‌with‌ ‌the‌ ‌member‌ ‌of‌ ‌staff‌ ‌involved.‌ ‌ 
● Where‌ ‌a‌ ‌complaint‌ ‌concerns‌ ‌a‌ ‌pupil‌ ‌that‌ ‌pupil‌ ‌should‌ ‌normally‌ ‌be‌ ‌interviewed.‌ ‌ 
● Ensure‌‌written‌‌records‌‌are‌‌kept‌‌of‌‌all‌‌meetings,‌‌telephone‌‌discussions,‌‌and‌‌any‌‌other‌‌                         

relevant‌ ‌documents.‌ ‌ 
● Consider‌ ‌all‌ ‌the‌ ‌facts‌ ‌and‌ ‌reach‌ ‌a‌ ‌conclusion.‌ ‌ 
● Contact‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌ ‌complaint‌ ‌giving‌ ‌a‌ ‌full‌ ‌explanation‌ ‌of‌ ‌the‌‌                       

decision,‌ ‌the‌ ‌reasons‌ ‌for‌ ‌it‌ ‌and,‌ ‌where‌ ‌appropriate,‌ ‌what‌ ‌action‌ ‌the‌ ‌school‌‌                       
proposes‌ ‌to‌ ‌take.‌‌ ‌  

● If‌‌necessary,‌‌the‌‌Executive‌‌Principal‌‌will‌‌involve‌‌the‌‌Chair‌‌of‌‌the‌‌Governing‌‌Body‌‌                         
for‌ ‌consultation‌ ‌and‌ ‌will‌ ‌decide‌ ‌on‌ ‌further‌ ‌advice‌ ‌or‌ ‌actions.‌ ‌ 

● If‌ ‌not‌ ‌satisfactorily‌ ‌resolved‌ ‌the‌ ‌complaint‌ ‌can‌ ‌be‌ ‌passed‌ ‌to‌ ‌the‌ ‌Complaints‌‌                       
Committee‌ ‌of‌ ‌the‌ ‌Governing‌ ‌Body‌ ‌and‌ ‌will‌ ‌begin‌ ‌the‌ ‌Formal‌ ‌Stage.‌ ‌ 

● The‌ ‌complainant‌‌should‌‌write‌‌to‌‌the‌‌Clerk‌‌to‌‌the‌‌Governing‌‌Body‌‌outlining‌‌the‌‌                         
complaint.‌ ‌ 

‌ 

A‌ ‌complaint‌ ‌against‌ ‌the‌ ‌Executive‌ ‌Principal‌ ‌should‌ ‌be‌ ‌referred‌ ‌straight‌ ‌to‌ ‌the‌‌Chair‌‌of‌‌the‌‌                             

Governing‌ ‌Body:‌ ‌ 

● This‌‌would‌‌usually‌‌involve‌‌the‌‌Chair‌‌speaking‌‌with‌‌the‌‌person‌‌making‌‌the‌‌complaint‌‌                         
and‌ ‌the‌ ‌Executive‌ ‌Principal‌ ‌to‌ ‌ascertain‌ ‌whether‌ ‌or‌ ‌not‌ ‌the‌ ‌complaint‌ ‌can‌ ‌be‌‌                         
resolved‌ ‌at‌ ‌this‌ ‌informal‌ ‌meeting.‌ ‌ 

● If‌ ‌the‌ ‌matter‌ ‌cannot‌ ‌be‌ ‌resolved‌ ‌and‌ ‌the‌ ‌complaint‌ ‌falls‌ ‌within‌ ‌the‌ ‌scope‌ ‌of‌ ‌the‌‌                             
procedure‌ ‌the‌ ‌Chair‌ ‌should‌ ‌then‌ ‌refer‌ ‌the‌ ‌complaint‌ ‌straight‌ ‌to‌ ‌the‌ ‌Complaints‌‌                       
Committee.‌ ‌ 

‌ 



● If‌‌the‌‌Chair‌‌has‌‌had‌‌some‌‌prior‌‌involvement‌‌in‌‌the‌‌matter‌‌which‌‌is‌‌being‌‌complained‌‌                             
of‌ ‌he‌ ‌or‌ ‌she‌‌ should‌ ‌ask‌ ‌the‌ ‌vice-chair‌ ‌to‌ ‌undertake‌ ‌this‌ ‌role‌ ‌instead‌ ‌of‌ ‌the‌ ‌Chair.‌ ‌ 

‌ 

Formal‌ ‌Stage‌ ‌ 

‌ 

The‌ ‌Complaints‌ ‌Committee‌ ‌of‌ ‌the‌ ‌Board‌ ‌deals‌ ‌with‌ ‌any‌‌complaint,‌‌which‌‌has‌‌reached‌‌the‌‌                           

formal‌‌stage.‌‌The‌‌complainant‌‌should‌‌write‌‌to‌‌the‌‌Clerk‌‌to‌‌the‌‌Governing‌‌Body‌‌outlining‌‌the‌‌                             

complaint.‌ ‌ 

1.‌ ‌Receiving‌ ‌the‌ ‌complaint‌ ‌ 

2.‌ ‌Investigating‌ ‌the‌ ‌complaint‌ ‌ 

3.‌ ‌Making‌ ‌a‌ ‌decision‌ ‌on‌ ‌the‌ ‌complaint‌ ‌ 

4.‌ ‌Reporting‌ ‌the‌ ‌decision‌ ‌of‌ ‌the‌ ‌Complaints‌ ‌Committee‌ ‌to‌ ‌the‌ ‌Governing‌ ‌Body.‌ ‌ 

‌ 

1.‌ ‌Receiving‌ ‌the‌ ‌complaint‌ ‌ 

● The‌ ‌Complaints‌ ‌Committee‌ ‌should‌ ‌meet‌ ‌as‌ ‌soon‌ ‌as‌ ‌possible‌ ‌after‌ ‌the‌ ‌complaint‌ ‌is‌‌                         
received‌ ‌to‌ ‌agree‌ ‌and‌‌be‌‌clear‌‌about‌‌what‌‌needs‌‌to‌‌be‌‌done‌‌and‌‌draw‌‌up‌‌a‌‌timetable‌‌                                 
for‌ ‌doing‌ ‌it.‌ ‌ 

● The‌ ‌Chair‌ ‌of‌ ‌the‌ ‌Complaints‌ ‌Committee‌ ‌should‌ ‌write‌ ‌to‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌‌                         
complaint‌ ‌to:‌ ‌ 

‌ 

a)‌ ‌Explain‌ ‌that‌ ‌the‌ ‌committee‌ ‌is‌ ‌now‌ ‌dealing‌ ‌with‌ ‌the‌ ‌complaint.‌ ‌ 

b)‌‌Set‌‌out‌‌what‌‌appears‌‌to‌‌be‌‌the‌‌nature‌‌of‌‌the‌‌complaint‌‌and‌‌to‌‌invite‌‌the‌‌complainant‌‌to‌                                   

send‌ ‌any‌ ‌further‌ ‌written‌ ‌information‌ ‌about‌ ‌the‌ ‌complaint.‌ ‌ 

c)‌ ‌Set‌ ‌out‌ ‌the‌ ‌committee's‌ ‌timescale‌ ‌for‌ ‌dealing‌ ‌with‌ ‌the‌ ‌complaint.‌ ‌ 

d)‌‌Invite‌‌the‌‌person‌‌making‌‌the‌‌complaint‌‌to‌‌meet‌‌the‌‌committee‌‌to‌‌give‌‌full‌‌details‌‌of‌‌their‌‌                                 

complaint,‌ ‌and‌ ‌inform‌ ‌them‌ ‌they‌ ‌may‌ ‌be‌ ‌accompanied‌ ‌by‌ ‌a‌ ‌friend‌ ‌or‌ ‌representative.‌ ‌ 

e)‌ ‌Set‌ ‌a‌ ‌deadline‌ ‌of‌ ‌five‌ ‌working‌ ‌days‌ ‌for‌ ‌reply‌ ‌by‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌‌complaint,‌‌and‌‌                                 

make‌ ‌it‌ ‌clear‌ ‌that‌ ‌if‌‌ there‌‌is‌‌no‌‌response‌‌by‌‌this‌‌deadline‌‌the‌‌committee‌‌will‌‌proceed‌‌on‌‌the‌‌                         

basis‌ ‌of‌ ‌the‌ ‌information‌ ‌it‌ ‌already‌ ‌has.‌ ‌ 

‌ ‌  

● If‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌ ‌complaint‌ ‌accepts‌ ‌the‌ ‌invitation‌ ‌to‌ ‌meet‌ ‌the‌ ‌Committee,‌‌                         
arrangements‌ ‌should‌ ‌be‌ ‌made‌ ‌to‌ ‌make‌ ‌this‌ ‌as‌ ‌easy‌ ‌as‌ ‌possible.‌ ‌The‌ ‌Committee‌‌may‌‌                           
wish‌‌to‌‌consider‌‌the‌‌most‌‌appropriate‌‌time‌‌and‌‌place‌‌for‌‌the‌‌meeting‌‌to‌‌take‌‌place‌‌and‌‌                               
whether‌ ‌other‌ ‌facilities‌ ‌such‌ ‌as‌ ‌providing‌ ‌an‌ ‌interpreter‌ ‌would‌ ‌be‌ ‌helpful.‌ ‌ 

● The‌ ‌committee‌ ‌should‌‌also‌‌write‌‌to‌‌the‌‌person(s)‌‌complained‌‌of‌‌informing‌‌him/her‌‌of‌‌                         
the‌ ‌complaint‌ ‌and‌ ‌explaining‌ ‌that‌ ‌they‌ ‌will‌ ‌be‌ ‌given‌ ‌the‌ ‌opportunity‌ ‌to‌ ‌give‌ ‌their‌‌                           
version‌ ‌of‌ ‌events.‌ ‌ 



‌ 

The‌ ‌purpose‌ ‌of‌ ‌all‌ ‌the‌ ‌above‌ ‌is‌ ‌to‌ ‌find‌ ‌out‌ ‌precisely‌ ‌what‌ ‌the‌ ‌complaint‌ ‌is‌ ‌about‌ ‌and‌ ‌to‌‌                                   

inform‌ ‌the‌ ‌complainant‌ ‌of‌ ‌the‌ ‌procedure‌ ‌and‌ ‌timescale.‌ ‌ 

‌ 

2.‌ ‌Investigating‌ ‌the‌ ‌complaint‌ ‌ 

● The‌‌Committee‌‌must‌‌meet‌‌to‌‌discuss‌‌the‌‌complaint‌‌and‌‌decide‌‌what‌‌information‌‌they‌‌                         
need,‌ ‌who‌‌they‌‌may‌‌need‌‌to‌‌interview‌‌in‌‌addition‌‌to‌‌the‌‌person(s)‌‌complained‌‌of‌‌and‌‌                             
what‌ ‌questions‌ ‌will‌ ‌need‌ ‌to‌ ‌be‌ ‌asked.‌ ‌ 

● The‌ ‌interviews‌ ‌can‌ ‌proceed‌ ‌with‌ ‌prepared‌ ‌questions‌ ‌followed‌ ‌by‌ ‌other‌ ‌questions‌ ‌if‌‌                       
necessary,‌ ‌and‌ ‌the‌‌people‌‌being‌‌interviewed‌‌should‌‌be‌‌asked‌‌if‌‌they‌‌have‌‌anything‌‌to‌‌                           
add.‌ ‌Answers‌ ‌to‌ ‌the‌ ‌questions‌ ‌should‌ ‌be‌ ‌carefully‌ ‌recorded‌ ‌by‌ ‌the‌ ‌Clerk‌ ‌at‌ ‌the‌ ‌meeting.‌ ‌ 

● The‌ ‌investigation‌ ‌is‌ ‌not‌ ‌a‌ ‌staff‌ ‌disciplinary‌ ‌investigation.‌ ‌ 
● Following‌‌interviews‌‌with‌‌staff‌‌it‌‌may‌‌be‌‌necessary‌‌to‌‌ask‌‌for‌‌further‌‌information‌‌from‌‌                           

the‌ ‌person‌ ‌making‌ ‌the‌ ‌complaint.‌ ‌ 
● The‌ ‌complainant‌ ‌and‌ ‌the‌ ‌person(s)‌ ‌who‌ ‌is‌ ‌the‌ ‌subject‌ ‌of‌ ‌the‌ ‌complaint‌ ‌should‌ ‌be‌‌                           

informed‌ ‌if‌‌ ‌‌there‌ ‌is‌ ‌any‌ ‌delay‌ ‌in‌ ‌the‌ ‌investigation‌ ‌process.‌ ‌ 
● When‌‌the‌‌Complaints‌‌Committee‌‌is‌‌satisfied‌‌that‌‌it‌‌has‌‌all‌‌the‌‌available‌‌information‌‌                         

it‌ ‌will‌ ‌consider‌ ‌the‌ ‌complaint‌ ‌and‌ ‌all‌ ‌the‌ ‌evidence.‌ ‌Governing‌ ‌Body‌ ‌members‌‌                       
serving‌ ‌on‌ ‌the‌ ‌committee‌ ‌should‌ ‌all‌ ‌try‌ ‌to‌ ‌reach‌ ‌an‌ ‌agreed‌ ‌decision‌ ‌and‌ ‌should‌‌                           
decide‌ ‌what‌ ‌should‌ ‌be‌ ‌done‌ ‌to‌ ‌resolve‌ ‌the‌ ‌complaint.‌ ‌ 

● It‌‌may‌‌be‌‌possible‌‌for‌‌the‌‌Complaints‌‌Committee‌‌to‌‌recommend‌‌changes‌‌to‌‌school‌‌                         
policies‌ ‌or‌ ‌procedures‌ ‌to‌ ‌prevent‌ ‌the‌ ‌same‌ ‌problem‌ ‌happening‌ ‌again‌ ‌in‌ ‌the‌ ‌future.‌ ‌ 

‌ 

3.‌ ‌Making‌ ‌the‌ ‌decision‌ ‌ 

● The‌‌Complaints‌‌Committee‌‌must‌‌make‌‌their‌‌decision‌‌on‌‌the‌‌basis‌‌of‌‌the‌‌information‌‌                         
in‌ ‌their‌ ‌possession.‌ ‌ 

● They‌ ‌should‌ ‌produce‌ ‌an‌ ‌investigation‌ ‌report‌ ‌which‌ ‌documents‌ ‌their‌ ‌decision.‌‌This‌‌                     
would‌ ‌need‌ ‌to‌ ‌be‌ ‌produced‌ ‌if‌ ‌the‌ ‌complainant‌ ‌was‌ ‌to‌ ‌refer‌ ‌the‌ ‌matter‌ ‌to‌ ‌the‌‌                             
Secretary‌ ‌of‌ ‌State.‌ ‌ 

● This‌ ‌report‌ ‌is‌ ‌usually‌ ‌written‌ ‌by‌ ‌the‌ ‌Chair‌ ‌of‌ ‌the‌ ‌Committee.‌ ‌ 
● The‌ ‌investigation‌ ‌report‌ ‌will‌ ‌be‌ ‌brief‌ ‌and‌ ‌will‌ ‌usually‌‌keep‌‌the‌‌names‌‌of‌‌the‌‌pupil,‌‌                             

parents‌ ‌and‌ ‌people‌ ‌interviewed‌ ‌confidential.‌ ‌Its‌ ‌purpose‌ ‌is‌ ‌to:‌ ‌ 
● Summarise‌ ‌the‌ ‌evidence‌ ‌gathered.‌ ‌ 
● Give‌ ‌the‌ ‌decisions‌ ‌made‌ ‌by‌ ‌the‌ ‌Complaints‌ ‌Committee.‌ ‌ 
● Give‌‌any‌‌recommendations‌‌made‌‌by‌‌the‌‌Complaints‌‌Committee‌‌to‌‌prevent‌‌a‌‌                     

similar‌ ‌problem‌ ‌happening‌ ‌again.‌ ‌ 
● Where‌ ‌conflicting‌ ‌versions‌ ‌of‌ ‌events‌ ‌have‌ ‌been‌ ‌given‌ ‌it‌ ‌should‌ ‌be‌ ‌clear‌ ‌from‌ ‌the‌‌                           

report‌ ‌why‌ ‌one‌ ‌version‌ ‌has‌ ‌been‌ ‌preferred‌ ‌over‌ ‌the‌ ‌other.‌ ‌ 
● In‌ ‌very‌ ‌few‌ ‌cases‌ ‌it‌ ‌could‌ ‌happen‌ ‌that‌ ‌one‌ ‌of‌ ‌the‌ ‌recommendations‌ ‌is‌ ‌for‌ ‌the‌‌                             

Governing‌ ‌Body‌ ‌to‌ ‌hold‌ ‌a‌ ‌formal‌ ‌disciplinary‌ ‌investigation‌ ‌to‌ ‌find‌ ‌out‌ ‌if‌ ‌staff‌‌                         
disciplinary‌ ‌action‌ ‌is‌ ‌necessary.‌‌In‌‌this‌‌case‌‌the‌‌Complaints‌‌Committee‌‌should‌‌seek‌                       
the‌ ‌advice‌ ‌of‌ ‌the‌ ‌School‌ ‌Governor‌ ‌Service‌ ‌and/or‌ ‌the‌ ‌Human‌ ‌Resource‌ ‌Service‌‌                       
before‌ ‌the‌ ‌investigation‌ ‌report‌ ‌is‌ ‌issued‌ ‌to‌ ‌the‌ ‌Governing‌ ‌Body.‌ ‌ 

‌ 

  ‌The‌ ‌decisions‌ ‌and‌ ‌recommendations‌ ‌of‌ ‌the‌ ‌Committee‌ ‌should‌ ‌be:‌ ‌ 

a) Sent‌ ‌to‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌ ‌complaint‌ ‌with‌ ‌the‌ ‌information‌ ‌that‌ ‌if‌ ‌the‌‌                         
Governing‌ ‌Body’s‌ ‌response‌ ‌has‌ ‌failed‌ ‌to‌ ‌satisfy‌ ‌the‌ ‌person‌ ‌making‌ ‌the‌‌                     



complaint‌ ‌he‌ ‌or‌ ‌she‌ ‌may‌ ‌complain‌ ‌to‌ ‌the‌ ‌Secretary‌ ‌of‌ ‌State‌ ‌for‌‌Education‌‌                         
and‌‌Skills‌‌on‌‌the‌‌grounds‌‌that‌‌the‌‌Governing‌‌Body‌‌has‌‌failed‌‌to‌‌discharge‌‌its‌‌                           
statutory‌ ‌duties.‌ ‌ 

b) Communicated‌ ‌and‌ ‌sent‌ ‌to‌ ‌the‌ ‌Executive‌ ‌Principal.‌ ‌ 
c) Communicated‌ ‌and‌ ‌sent‌ ‌to‌ ‌the‌ ‌Chair‌ ‌of‌ ‌Governing‌ ‌Body‌ ‌ 
d) Sent‌ ‌to‌ ‌the‌ ‌person(s)‌ ‌complained‌ ‌of.‌ ‌ 

‌ 

4.‌  ‌Reporting‌ ‌the‌ ‌decision‌ ‌ 

The‌ ‌meeting‌ ‌of‌ ‌the‌ ‌Complaints‌ ‌committee‌ ‌should‌ ‌be‌ ‌reported‌ ‌to‌ ‌the‌ ‌Governing‌‌Body,‌‌for‌‌                           

information‌ ‌only,‌ ‌as‌ ‌with‌ ‌any‌ ‌delegated‌ ‌decision.‌ ‌ 

A‌ ‌brief‌ ‌report‌ ‌back‌ ‌to‌ ‌the‌ ‌Governing‌ ‌Body‌ ‌should‌ ‌be‌ ‌verbally‌ ‌presented‌ ‌as‌ ‌a‌ ‌confidential‌‌                             

report.‌‌This‌‌should‌‌be‌‌a‌‌brief‌‌summary‌‌of‌‌the‌‌complaint,‌‌investigation‌‌and‌‌the‌‌outcome.‌‌No‌‌                             

names‌ ‌should‌ ‌be‌ ‌mentioned‌ ‌and‌ ‌any‌ ‌recommendations‌ ‌from‌ ‌the‌ ‌committee‌ ‌should‌ ‌be‌‌                       

given.‌ ‌Should‌ ‌the‌ ‌complaint‌ ‌be‌ ‌of‌ ‌a‌ ‌Personnel‌ ‌or‌ ‌Safeguarding‌ ‌nature‌ ‌no‌ ‌details‌ ‌will‌ ‌be‌‌                             

given.‌ ‌All‌ ‌complaints‌ ‌will‌ ‌be‌ ‌filed‌ ‌as‌ ‌confidential‌ ‌by‌ ‌the‌ ‌Clerk‌ ‌to‌ ‌the‌ ‌Governing‌ ‌Body.‌ ‌ 

‌ 

‌ 


