Appendix 2
Parent Concern (Stage 1 – Informal – optional form)
To be completed by a school professional during meeting.
Parent / Adult Name:

…………………………………………

Pupil’s name [if relevant to your concern ]:

…………………………………………

Daytime telephone number:

…………………………………………

Evening telephone number:

…………………………………………

Concern Details [including dates, names of witnesses etc…], to allow the matter to be fully
investigated.:

Continue on separate paper, or attach additional documents, if you required.
Number of Additional pages attached =

What actions have already been taken in relation to the concern?
[Who have they spoken or written to and what was the outcome?]

Agreed actions to address the problem at this stage?

Follow Up / Review Meeting Date:Signature:
Date:
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Appendix 3
Broadway Infant School Complaint Form
Please complete this form and return it to the 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: ……………………………………………
Relationship with school [ e.g. parent of a pupil on the schools roll ]:
…………………………………………………………
Pupil’s name [ if relevant to your complaint ]:
…………………………………………………………
Your Address:

Daytime telephone number: ……………………………
Evening telephone number: ……………………………

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 =
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What action, if any, have you already taken to try to resolve your complaint? [i.e. who have
you spoken with or written to and what was the outcome?]

What actions do you feel might resolve the problem at this stage?

Signature:
Date:
School use:
Date Form received:
Received by:
Date acknowledgement sent:
Acknowledgement sent by:

Complaint referred
to:
Date:
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Appendix 4
Broadway Infant School Complaint Review Request Form
Please complete this form and return it to the 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:

Daytime telephone number: ……………………………
Evening telephone number: ……………………………
Dear Sir
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 =
What actions do you feel might resolve the problem at this stage?

Signature:
Date:
School use
Date Form received:
Received by:
Date acknowledgement sent:
Acknowledgement sent by:
Request referred to:
Date:
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Appendix 5
Investigation Procedure
The investigation of an allegation or a complaint should always be carried out thoroughly
and responsibly, irrespective of whether the complaint appears to be trivial or serious. The
outcome of such an investigation will have significance not only for the complainant but
also for any member of staff against whom a complaint has been made.
Any anonymous complaint will not be investigated, unless there are exceptional
circumstances. These would include serious concerns such as Child Protection issues or
bullying allegations, where the school should either involve appropriate external agencies
or else conduct its own internal review to test whether there is any corroborative evidence
which might trigger a formal investigation.
Preparing for an Investigation
Where the school receives a formal complaint, it should be acknowledged and a
commitment made that the complaint will be investigated and the outcome of the
investigation notified to the complainant in due course.
It is essential that there is a clear understanding of the complaint. Where necessary the
nature of the complaint should be confirmed with the complainant. e.g. through an initial
meeting. (If an investigator is appointed there may need to be more detailed follow-up.)
Any member of staff against whom a complaint has been made, should be notified that a
complaint has been received and that the appropriate school procedure will be followed. It
is usually not appropriate to provide the member of staff with details of the evidence on
which the complaint is based until any investigation has been completed. However the
member of staff does need to be able to understand the nature of any allegations against
them.
Once any complaint has been confirmed the school needs to determine which procedure
(school or LA) is most appropriate and to select an appropriate person to conduct any
investigation.
Conducting the investigation
The investigation must be carried out in accordance with the provisions of the relevant
procedure.
Arrangements should be agreed so that accurate notes can be taken of all interviews and
the outcome of the investigation be accurately recorded.
The complainant should be given the opportunity to offer documentation and to identify
potential witnesses or sources of evidence.
The member of staff subject to the complaint should be advised that they may be
accompanied by a friend or trade union representative when invited to be interviewed.
Where children are potential witnesses, discretion should be exercised over their
involvement. Pupils should only be interviewed when the nature of the complaint is
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sufficiently serious to warrant it and adult witnesses are not available. Only in extreme
circumstances will younger pupils be interviewed.
Any interviews should be conducted as soon as possible to ensure that recollections are
as fresh as possible and to minimise the possibility that evidence will become tainted
through witnesses discussing alleged incidents with other persons.
In conducting interviews, the investigator should prepare the questions to be asked prior to
the interview. These can always be supplemented during the interview. The investigator
should allow the interviewee to answer in their own way. Their responses should be
listened to attentively. Any temptation to cut an interviewee short or to seek to "lead" them
must be resisted. The interviewee should be given the opportunity of providing other
relevant information at the end of the interview.
Interviewees should, however, be advised that their responses must be confined to the
substance of the complaint. Any attempt by the interviewee to introduce information
relating to other members of staff or to issues unrelated to the complaint should be
resisted.
The investigator should avoid reaching conclusions or passing judgement until the
investigation has been completed and their report is being written.
Concluding the investigation
The report may contain:
• a brief outline of the process that has been followed
• a statement of the complaint/concern
• a summary of the findings, linked to the relevant evidence
• any recommendations for future action
• annexes containing copies of witness statements and other evidence collected
during the investigation
The report of the investigation will usually be confidential to the school, as it is likely to
contain sensitive personal information. If a request is received to release the report, under
either the Data Protection Act or Freedom of Information, the school should seek legal
advice from the LA.
A summary of the process undertaken and the outcome of the investigation may be
provided to the complainant. Caution must be exercised in reporting back to the
complainant as revealing certain details may prejudice the ability of an employee to
continue in post.
Following consideration of the report by the relevant body, any final recommendations may
also be shared with the parties, unless there is good reason not so to do. Wherever
possible, recommendations should be constructive and not punitive.
The complainant should be advised that he/she may, if they are not satisfied that the
appropriate procedure has been followed, request a review of that process by the
governing body.
Taken from the National Association of Head Teachers Policy and Guidance (2009).
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Appendix 6 – Example Prospectus or Website Page
What should you do if you have a query or aren’t happy about something?
If there is something you don’t understand or you are not happy about, please come in
and see us. (You may just want to get something off your chest.) You can discuss this
with the class teacher or other appropriate member of staff, such as the Special
Needs Coordinator (SENCO) if it is about special needs.
The beginning and end of the school day is a very busy time for class teachers, who
usually have a class of children to welcome, so you may need to be flexible when
arranging a time to meet. In some cases you may need to make an appointment to see
the Headteacher.
We know that it can feel uncomfortable to question or challenge, but if you don’t tell
us what is worrying you we cannot explain what we are doing or try to put it right.
If you feel you need to complain when you’ve discussed your query or concern there is
a form you’ll need to use. (The school office and Clerk to the Governing Body have
copies of this form and guidance for making a complaint.)
If you make a complaint this is what will happen:
•
•
•
•
•
•
•
•
•

You will receive a response within two school working day, even if this is a
courtesy call to acknowledge receipt of the complaint
Your complaint will be dealt with honestly, politely and in confidence
Your complaint will be looked into thoroughly and fairly
If your complaint is urgent we will deal with it more quickly
We will keep you up to date with progress at each stage
You will get an apology if we have made a mistake
You will be told what we are going to do to put things right
You will get a full and clear written reply to formal complaints within 15 school
days of the complaint being heard
The Headteacher will keep a copy of all complaints made in a complaints log.
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