
 

 

 

 

 

 

 

 

NIGHTINGALE PRIMARY SCHOOL 

 

PARENTAL COMPLAINTS POLICY 

 

Introduction 

 

If you have a complaint or concern about any aspect of school life, we would like you to 

tell us about it.  Nightingale School is committed to building and maintaining good relations 

with parents, carers and the community. We encourage pupils, parents and others to 

express their views on what goes on in school, so that staff receive early warning of 

potential difficulties, and problems can be prevented from arising. 

 

We recognise that sometimes things can go wrong. When that happens we aim to resolve 

the concern as quickly as possible. This will usually be done informally through either the 

class teacher, the Headteacher or some other designated person.  

We strongly encourage parents and others to discuss concerns informally at the earliest 

opportunity and this must always be the first step. 

 

Where a complaint or concern cannot be resolved in this way the school has a General 

Complaints Procedure that fulfils the requirements of the 2002 Education Act. This Policy 

provides an outline of that procedure. The procedure is intended to ensure complete 

fairness and openness where such complaints arise. 

 

Scope of the Procedure 

 

This procedure is intended to cover general complaints about provision of facilities or 

services that Nightingale provides with the exceptions listed in the table below, for which 

there are separate (statutory) procedures.  
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Exceptions Who to Contact 

Admissions to schools 

 

Statutory assessments of Special 

Educational Needs (SEND) 

 

School Re-organisation proposals 

 

Matters likely to require a Child 

Protection Investigation 

 

Concerns should be raised direct with the 

local authority; this includes complaints 

related to school admissions. Complaints 

about admission appeals for maintained 

schools are dealt with by the Local 

Government Ombudsman. 

Exclusion of children from school Further information about raising 

concerns relating to exclusion can be 

found at: 

www.gov.uk/school-discipline-

exclusions/exclusions  

Complaints about services provided by 

other providers who may use school 

premises or facilities. 

Providers should have their own 

complaints procedure to deal with 

complaints about service. They should be 

contacted directly. 

 

 

More specific procedures also apply to other areas such as: 

 Staff disciplinary issues  

 Financial impropriety or other criminal activity 

 Whistleblowing  

 Alleged child abuse  

 

How the Procedure Works 

 

The complaints procedure provides a series of stages which need to be completed in 

order. There is a preliminary informal stage and most complaints can normally be dealt 

with in this way. This Policy describes a progressively more formal three stage process 

to address unresolved concerns. 

 

 

 

http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.gov.uk/school-discipline-exclusions/exclusions
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The Preliminary Stage - An Informal Approach 

 

For most concerns the best place to start is with your child's class teacher. It is also 

possible to approach the Headteacher or Deputy Headteacher on an informal basis 

particularly where the concern is about a matter of general school policy or procedure. 

If you are not able to resolve your concerns by this method you can then consider moving 

to the formal stages. 

 

The school will ensure that all complaints are dealt with sensitively and confidentially. To 

ensure each complaint is dealt with fairly, please follow the stages set out in this policy, 

and be aware that public discussion, e.g. on public social media, may be prejudicial to 

resolution. If complaints are not brought to the school in the first place or the 

complainant takes them directly to another agency, e.g. Local Authority or OFSTED, the 

school reserves the right to cease the complaints process with the complainee and deal 

directly with the relevant authority to whom the complaint has been addressed. 

 

The Formal Stages 

 

Stage 1 - The Headteacher 

Write to the Headteacher giving details of your concern and enclose any relevant 

paperwork or make a formal appointment to discuss your complaint. You will receive an 

acknowledgment of this within five working days from either the Headteacher or 

designated member of staff. In simple cases you will receive a full response in that time. 

Where in-depth investigation is necessary you will be informed and a full response will 

normally be forthcoming within twenty working days. 

 

If the complaint results in any meeting with the Headteacher you will receive a letter 

summarising the outcome of that meeting. 

 

If the complaint is still not resolved you will be referred on to the next stage. 

 

Note: If the concern or complaint is especially about the Head teacher you may be 

advised to move directly to Stage 2. 

 

Stage 2 - The Chair of Governors 

Write to the Chair of Governors, c/o the school and copy it to the Clerk to the Governing 

Body c/o the school. You should set out your complaint with any relevant paperwork 

explaining the reasons why you still wish to pursue the complaint. You will receive a 

response within five of the Chair of Governors working days (these may not be the same 

as the schools). Where a complaint requires detailed investigation you will normally 

receive a full response within twenty of his/her working days. 
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For matters that are the Headteacher's responsibility, the Chair of Governors is only 

empowered to look at whether the Headteacher's decision was reasonable in the light of 

the information available at the time. 

 

At this stage full and complete particulars of the complaint must be submitted in writing. 

 

In the rare case where a complaint still cannot be resolved it is possible to move to a 

third stage. 

 

Stage 3 - Governing Body Complaints Panel 

Should you need to use this panel you will be given full information on what to do next. 

Members of the panel will be governors  not previously involved with the case. The 

Governing Body Complaints Panel will consider only those points of complaint as submitted 

at Stage 2. The panel reserves the right to conduct the review through consideration of 

written submissions and / or verbal representations, should these be required. 

 

It is, therefore, very important that you do not make your complaint to individual 

governors or write to all the governing body at an earlier stage. 

 

Please note that all timescales set out in this policy are exclusive of school holiday 

dates. 

 

Conclusion 

 

This is as far as the school's general complaints procedure goes, unless the matter relates 

to the National Curriculum, or provision of collective worship or religious education. In 

this case you can ask the school for further details or contact the Local Education 

Authority. 
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