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1. Background  
 

Bishop’s Tachbrook CE Primary School is committed to providing the very best education for 

our young people and we want our pupils to be healthy, happy and safe and to do well. We 

recognise the importance of establishing and maintaining good relationships with parents, 

carers and the wider community. We are aware that there may be occasions where people 

have concerns or complaints and the following procedure sets out the steps that should be 

followed in order to resolve these as promptly, fairly and informally as possible. 

 
The head teacher will be the first point of contact when following the complaints procedure.  

 
 
2. Legal framework 
 
2.1. This policy has due regard to statutory legislation, including, but not limited to, the 

following: 

 

• The Education Act 2002  

• The Freedom of Information Act 2000 

• The Immigration Act 2016 

• The Equality Act 2010 

• The General Data Protection Regulation (GDPR) 

• The Data Protection Act 2018 

• The School Information (England) Regulations 2008 

• The Education (Pupil Information) (England) Regulations 2005 

 

 

2.2.  This policy also has due regard to guidance including, but not limited to, the 

following: 

 

• DfE (2019) ‘Best practice guidance for school complaints procedures 2019’  

• HM Government (2016) ‘Code of Practice on the English language requirement 

for public sector workers’  

 

2.3  This policy will be implemented in accordance with the following school policies: 

 

• Records Management Policy 

• Child Protection and Safeguarding Policy  

• Grievance Policy 
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3. Aims and Principles of the Policy 
 
This Policy aims to: 
 

✓ Encourage the resolution of concerns and complaints by informal means 

wherever possible 

 

✓ Ensure that concerns are dealt with quickly, fully and fairly within defined time 

limits wherever possible 

 

✓ Provide effective and appropriate responses to concerns and complaints 

 

✓ Maintain good relationships between the School and all those involved 

 

Where concerns are raised, the School intends for these to be dealt with fairly, openly and 
promptly. The Governing Board has approved the following procedure which explains what 
the Complainant (or person who makes the complaint) should do if they have any concerns 
about the school. 
 
The school will aim to give the complainant the opportunity to complete the complaints 
procedure in full. 
 
To support this, we will ensure we publicise the policy and make it available on the school 
website. 
 
Where appropriate, the School may offer mediation to resolve a concern or complaint at any 
stage of the process. The School may also use someone independent from the School to 
investigate a complex issue and to report back to the Head teacher or Chair of Governors 
(depending on which stage of the process the complaint is being dealt with).  
 
Throughout the process, we will be sensitive to the needs of all parties involved and make any 
reasonable adjustments needed to accommodate individuals. 
 
Should the need arise, such as a complaint reaching Stage 4 of the process, the Complaint 
Appeal Panel (CAP) may consist of, or include, governors from any school(s) that we have a 
Joint Hearing Panel Agreement. 
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4. Scope of this Complaints Procedure 
 
School Governing Boards are required under Section 29(1) of the Education Act 2002 to have 
in place a procedure for dealing with complaints relating to the school. This procedure covers 
all complaints about any provision of community facilities or services by Bishop’s Tachbrook 
CE Primary School other than complaints that are dealt with under other statutory procedures, 
including those listed below. 

Exceptions Who to contact 
• Admissions to schools 

• Statutory assessments of Special 

Educational Needs under Children & 

Families Act 2014 

• School re-organisation proposals 

Concerns about admissions, statutory assessments of 
Special Educational Needs, or school re-organisation 
proposals should be raised with Warwickshire County 
Council 
 

• Matters likely to require a Child 

Protection Investigation 

Complaints about child protection matters will be 
handled in line with the school’s Child Protection and 
Safeguarding Policy and in accordance with relevant 
statutory guidance. 

Any child protection complaints should be directed to the 
LA designated officer (LADO) or the Multi-Agency 
Safeguarding Hub (MASH).  
LADO – lado@warwickshire.gov.uk.  
MASH – Telephone:  01926 414144  
Email:  mash@warwickshire.gov.uk  

• Exclusion of children from school* 

 

Complaints about pupils being excluded from school 
should be dealt with by following the process explained 
at: www.gov.uk/school-discipline-exclusions/exclusions    

• Staff grievances, conduct and 
disciplinary procedures 
 

Staff grievances and disciplinary procedures will be dealt 
with using the school’s internal grievance procedures.  

In these cases, complainants will not be informed of the 
outcome of any investigations; however, they will be 
notified that the matter is being addressed. 

• Whistleblowing 

Bishop’s Tachbrook CE Primary School has an internal 
whistleblowing procedure for all our employees, including 
temporary staff and contractors. 

Complaints of this nature should not be addressed using 
this complaints procedure.  These concerns can be 
directed to Ofsted by telephone on 0300 123 3155 or via 
email at whistleblowing@ofsted.gov.uk 

Volunteers who have concerns about the school should 
make their complaint in line with this policy. Volunteers 
may also be able to complain direct to the LA or DfE, 
depending on what the complaint is about. 
 

 

• National Curriculum - content 

Please contact the Department for Education at:  
www.education.gov.uk/contactus  
 

 

 

• National Curriculum – RE and RSE 

 

 

Complaints about how the school delivers RE and RSE 
will be dealt with using this complaints procedure.   
 
Any complaints about the content of collective worship 
should be made to the LA, the local Standard Advisory 
Council on Religious Education or another relevant body. 
 

mailto:lado@warwickshire.gov.uk
mailto:mash@warwickshire.gov.uk
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.education.gov.uk/contactus
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Complaints from parents who are dissatisfied with the 
handling of a request to withdraw their child from RE or 
collective worship will be handled in line with this 
complaints procedure. 
 

• 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. Please contact 
them direct. 

 

Arrangements for handling complaints from parent of children with Special Educational Needs 
(SEN) about the school’s support are within the scope of this policy. Such complaints should 
first be made to the SENCO, they will then be referred to the complaints policy.  Our SEN 
policy and information report includes information about the rights of parents of pupils with 
disabilities who believe that our school has discriminated against their child. 

5. Exceptional circumstances 
 
The DfE expects complainants to have completed the school’s complaints procedure before 
directing a complaint to them.  The exceptions to this include when: 
 

• Pupils are at risk of harm 

 

• Pupils are missing education 

 

• A complainant is being prevented from having their complaint progressed 

through the school’s complaints procedure 

 

• The DfE has evidence that the school is proposing to act or is acting unlawfully 

or unreasonably. 

 

If a Social Services authority decides to investigate a situation, the head teacher or governing 
board may postpone the complaints procedure. 

 
Where a matter can be resolved through a legal appeal, it will not be considered as a formal 
complaint.  The key areas are admissions decisions, certain decisions relating to formal 
assessment of SEND and decisions to permanently exclude a child. 
 
If a complainant commences legal action against the school in relation to their complaint, the 
school will consider whether to suspend the complaints procedure, until those legal 
proceedings have concluded. 
 
 

6. Roles and responsibilities  
 
6.1 The Complainant (or person who makes the complaint) will receive a more effective 

response to the complaint if they:  

 

- Co-operate with the school in seeking a solution to the complaint. 

 

- Express the complaint / concern in full at the earliest possible opportunity, 

including the outcome they are looking for. 
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- Promptly respond to any requests for information or meetings or in agreeing 

the details of the complaint / concern. 

 

- Ask for assistance as needed. 

 

- Treat all those involved in the complaint with respect. 

 

- Refrain from publicising the details of their complaint on social media and 

respect confidentiality. 

 

6.2 The Complaints co-ordinator – Mrs Cathryn Kilbey  
 

The Complaints co-ordinator will:  

 
- Ensure that all parties involved in the complaint are fully updated throughout 

each stage of the procedure.   

 

- Guarantee that all parties involved in the procedure are aware of any relevant 

legislation, including the Equality Act 2010, GDPR, Data Protection Act 2018 

and Freedom of Information Act 2000.  

 

- Keep up-to-date records throughout the procedure – these records will be kept 

securely on the school’s ICT system and retained in line with the school’s 

GDPR Policy.  

 

- Liaise with staff members, Chair of Governors, Clerk and LA (if appropriate) to 
ensure the smooth running of the complaints procedure 

 
- Be aware of issues regarding sharing third party information. 

 

- Understand the complainant’s need for additional support, including 
interpretation support, and be aware of any issues concerning this 

 

6.3 The Investigator (the person involved in stages 1 and 2 of the procedure) will 

 
• Provide a sensitive, open, transparent and thorough interviewing process of the 

complainant to establish what has happened and who is involved.  

 

• Consider all records, evidence and relevant information provided. 

 

• Interview all staff and pupils and other people that are involved in the complaint. 

 

• Conduct interviews with an open mind and be prepared to persist in the 

questioning. 

 

• Analyse all information in a comprehensive and fair manner. 
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• Liaise with the complainant and the headteacher to clarify an appropriate 

resolution to the problem.  

 

• Keep notes of interviews or arrange for an independent note taker to record 

minutes of meetings. 

 

• Ensure that any papers produced during the investigation are kept securely 

pending any appeal. 

 

• Be mindful of timescales and ensuring all parties involved are aware of these 

timescales.   

 

• Prepare a comprehensive report for the Head teacher or Complaints Appeal 

Panel that sets out the facts, identifies solutions and recommends courses of 

action to resolve problems. 

 

• Respond to the complainant in plain and clear language.  

 

The head teacher will then determine whether to uphold or dismiss the complaint and 
communicate that decision to the complainant, providing the appropriate escalation details. 
 
6.4 The Chair of the Complaint Appeal Panel will: 
 

- Ensure that both parties are asked (via the Clerk) to provide any additional 

information relating to the complaint by a specified date in advance of the 

meeting 

 

- Ensure written material is seen by everyone in attendance, provided it does not 

breach confidentiality or any individual’s rights to privacy under the DPA 2018 

or GDPR. 

 

- Ensure that minutes of the hearings are taken on every occasion. 

 

- Explain the remit of the panel to the complainant. 

 

- Ensure that all issues are addressed and that outcomes are reached based on 

facts and evidence. 

 

- Help to put at ease individuals involved who are not used to speaking at such 
hearings, particularly any pupils involved.  
 

- Conduct the hearing in an informal manner, ensuring that everyone is treated 
with respect and courtesy.  

 
- Ensure that the room’s layout and setting is informal and non-adversarial, yet 

still sets the appropriate tone.  
 

- Confirm that no member of the panel has previously been involved in the earlier 
stages of the procedure or has an external interest in the outcome of the 
proceedings.  
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- Give both the complainant and the school the opportunity to state their case 
and seek clarity without undue interruption.  

 
- Provide copies of any written material or evidence to everyone in attendance 

of the meeting, ensuring that everyone has seen the necessary material.  
 

- Organise a short adjournment of the hearing if required. 
 

- Continuously liaise with the clerk and headteacher to ensure the procedure 
runs smoothly. 

 
- Help to provide the support necessary where the complainant is a child. 

 
6.5  All Complaint Appeal Panel Members will remember that: 

 
- The review panel hearing is independent and impartial. 

 

- No individual with prior involvement in the complaint, or the circumstances 

surrounding it, is permitted to sit on the panel.  

 

- The aim of the panel is to achieve a reasonable resolution and, ultimately, attain 

reconciliation between the parties involved.  

 

- Reconciliation between the school and complainant is not always achievable, 

and that it may only be possible to establish facts and make recommendations 

to reassure the complainant that their case has been taken seriously.  

 

- The aim of the meeting (which will be held in private) will always be to resolve 

the complaint and achieve reconciliation between the school and the 

complainant.  However, it must be recognised that the complainant might not 

be satisfied with the outcome if the meeting 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 / her complaint has been taken seriously. 

 
The Complaint Appeal Panel can: 
 

❖ Dismiss or uphold the complaint, in whole or in part. 

 

❖ Decide on appropriate action to be taken. 

 

❖ Recommend changes that the school can make to prevent reoccurrence of the 
problem.  

 

Complainants may feel nervous or inhibited in a formal setting and, therefore, the proceedings 

should be as welcoming as possible.  

 

When a child is present at the hearing, extra care needs to be taken to ensure that the child 
does not feel intimidated, as well as ensuring the child’s view is represented equally.  

 

The panel members should respect the views of the pupil and give them equal 
consideration to those of adults.  
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If the pupil is the complainant, the panel members should ask in advance if the support is 
needed to help them present their complaint. 
 
If the pupil’s parent / carer is the complainant, the panel members should give the parent 
/ carer the opportunity to say which parts of the meeting, if any, the pupil needs to attend. 
 
However, the parent / carer should be advised that agreement might not always be 
possible if the parent wishes the pupil to attend a part of the meeting that the panel 
members consider is not in the pupil’s best interests. 
 
The welfare of the pupil is paramount. 

 
6.6  The Panel Clerk will be the contact point for the complainant and the Complaints 

Appeal Panel (CAP) members.  He / she will circulate the relevant papers and evidence 
before the CAP meeting and will: 

 
- Provide procedural advice and guidance. 

 

- Continuously liaise with the headteacher. 

 

- Record the proceedings. 

 

- Provide administrative support for the meeting, including convening it. 

 

- Collate all written material or evidence involved and send it to the parties 

involved in timely advance of the hearing.  

 

- Produce a record of the Complaints Appeal Panel Meeting. 
 
- Act in accordance with the policy and procedure. 

 

 
 
 

 

7. Making a complaint  
 
7.1 Complaints are not restricted to parents of attending pupils. The school will consider 

all complaints.  

 

7.2 The school will ensure that all aspects of the complaints procedure are: 

 

- Easily accessible and publicised on the school’s website. 

 

- Simple to understand and put into practice. 

 

- Impartial and fair to all parties involved. 

 

- Respectful of confidentiality duties. 
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- Continuously under improvement, using information gathered during the 

procedure to inform the school’s SLT.  

 

- Fairly investigated, by an independent person when necessary. 

 

- Used to address all issues to provide appropriate and effective responses 

where necessary.  

 

7.3 Complaints are expected to be made as soon as possible after an incident arises to 
amend the issue in an appropriate timescale.  

7.4 The school upholds a 3-month time limit in which a complaint can be lodged regarding 
an incident.  

7.5 Complaints made outside this time limit will not be automatically refused and 
exceptions will be considered.  

7.6 In the case of any timescales changing, all parties involved will be informed of the 
changes in a timely manner.  

7.7 Complaints should be made using the appropriate channels of communication, 
including the use of the Complaint Form (Appendix 2).  

7.8 All complaints shall be considered, whether they are made in person, by telephone, in 
writing, electronically via email, or via a third party (such as the Citizen’s Advice 
Bureau). 

7.9 A complaint can progress to the next stage of the procedure even if it is not viewed as 
“justified”. All complainants are given the opportunity to fully complete the complaints 
procedure.  

7.10 Any complaint made against a member of staff will be initially dealt with by the Head 
teacher, and then by a committee of the governing board.  

7.11 Any complaint made against the Head teacher shall be initially dealt with by a suitably 
skilled member of the governing board and then by a committee of the governing 
board.  

7.12 Any complaint made against the chair of governors or any other member of the 
governing board should be made in writing to the clerk to the governing board. 

 

7.13 Any complaint made against the entire governing board, or complaints involving the 
chair and the vice chair, should be made in writing to the clerk. The clerk will then 
determine the most appropriate course of action, depending on the nature of the 
complaint. This action may involve sourcing an independent investigator to initially deal 
with the complaint and then getting the complaint to be heard by co-opted governors 
from another school.  

7.14 Under some circumstances, it may be necessary to deviate from the complaint’s 
procedure. Any deviation will be documented.  

7.15  Information about a complaint will not be disclosed to a third party without written 
consent from the complainant.  
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Complaints Process from Start to Finish 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaint is made to member of staff or Head of School 

Official complaint is made to Head teacher 

• Acknowledge complaint received within 5 school days 

• Inform complainant of outcome within 15 school days 

 

Is complainant satisfied with mediation 
resolution? 

Complainant writes to Chair of Governors (or Clerk) via school 

Complaint form passed to Clerk to Governors within 5 school days of 
complainant expressing wish to go to governors’ complaints panel 

Chair of Governors clarifies nature of complaint through complaint form 
completed by complainant (with help if appropriate) within 5 school days 

Panel meets within 15 school days of Clerk receiving form and makes 
decision communicated to all parties within 5 school days 

Is complainant satisfied with the informal resolution? 

Chair decides whether mediation should be offered to complainant within 5 
school days 

Is complainant satisfied with the informal resolution? 

No 

Yes 

No 

NO 

Yes 

Yes 

Clerk sets up panel of Governors and contacts complainant with details of 
hearing and request for any further information 

Is complainant satisfied with 
panel’s decision? 

NO 

Mediation offered and 
accepted 

Mediation deemed not 
appropriate or rejected 

Mediation process within 10 
school days 

Parents / Carers cannot take complaint to LA but 
can write to Secretary of State for Education 

Informal 
Stage 

First 
Formal 
Stage 

Second 
Formal 
Stage 

Third 
Formal 
Stage 
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Appendix 1:  Complaint Form 
 
The Complaint Form must be used by any person making a complaint about the 
operation of the school which is not covered by an alternative specific procedure. 
Complaints will most often come from parents or carers but may also come from pupils 
/ students or members of the public, e.g. school neighbours. 
 
Anyone receiving this form should be advised verbally that help in completing it is 
available from the school. A member of school staff who is familiar with the process 
should be nominated to give help. 
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Bishop’s Tachbrook CE Primary School  

Complaint Form 
 

(Please complete and return to Head teacher who will acknowledge receipt and 
explain what action will be taken). 
 
Your Name: ……………………………………………………………………..  
  
Address:  ……………………………………………………………………………………. 
 
…………………………………………………………………………………………………..  
 
Postcode: ……………………………………………………………………………………... 
  
Daytime telephone number: ………………………………………………………………… 
  
Evening telephone number: ………………………………………………………………… 
  
If applicable, name of child(ren) at school: ……………………………………………….. 
 
…………………………………………………………………………………………………..  
Please give details of your complaint: 
………………………………………………………………………………………………….. 
………………………………………………………………………………………………….. 
………………………………………………………………………………………………….. 
…………………………………………………………………………………………………..  
What action, if any, have you already taken to try and resolve your complaint? (who 
did you speak to and what was the response?) 
………………………………………………………………………………………………….. 
…………………………………………………………………………………………………..  
Your relationship to the school, e.g. parent, carer, neighbour, member of the public: 
…………………………………………………………………………………………………..  
What actions do you feel might resolve the problem at this stage? 
………………………………………………………………………………………………… 
………………………………………………………………………………………………….. 
…………………………………………………………………………………………………..  
Are you attaching any paperwork? If so, please give details: 
………………………………………………………………………………………………… 
………………………………………………………………………………………………….. 
…………………………………………………………………………………………………..  
 
Signature: ……………………………Date: ………………………………… 
 
 
Official Use: Date of acknowledgement sent: …………………………………………… 
 
By whom: …………………………………………………………………………………….. 
 
Complaint referred to: ……………………………………… 
 
Date of referral: ………………………………………………………………………………. 
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Appendix 2:  Sharing your concerns about your child’s education 

 
 

Bishop’s Tachbrook CE Primary School  
 

A Parents’ Guide 
 

Bishop’s Tachbrook CE Primary School recognises that at times things can go wrong. 
The guidance will help you understand how to resolve concerns you may have about 
your child’s education. 
 
The school has procedures for dealing with concerns or complaints and we value any 
feedback about our services, including compliments and suggestions.  If you are 
concerned about any aspect of your child’s education you should contact The Head 
teacher at the school. 
 
The School’s Governing Board has overall responsibility for the school and for 
ensuring the well-being of pupils and that all pupils receive an appropriate and high 
standard of education. 
 
The Head teacher is responsible for making decisions on a daily basis about the 
school’s internal management and organisation. You should contact the school if you 
are concerned about an issue such as: 
 

• your child’s academic progress 

• special education needs provision 

• your child’s welfare 

• bullying 

• an incident involving your child which has happened in school 

How do I complain to the school? 
 
First, we hope you will speak to the relevant member of staff as soon as you have a 
concern. This will be the class teacher (primary). This will be the form tutor, subject 
teacher, or head of year (secondary). This informal approach is nearly always the 
quickest and most effective way of resolving your concerns. 
 
Should you consider that your concern has not been resolved, it is important to speak 
to or write to the Head teacher who will look into your concern. 
 
Should you remain unhappy with the Head teacher’s response you need to write with 
your complaint to the Chair of Governors/Clerk to the Governing Board at the school 
address.  
 
Mark your envelope ‘FOR IMMEDIATE ATTENTION’ and ‘PRIVATE AND 
CONFIDENTIAL’. 
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This is how your complaint will be handled: 
 
Within 5 working days the Chair of Governors will clarify the nature of your complaint 
by asking you to submit this in writing 
 
Within 5 working days of receiving the form the Chair will decide whether mediation 
should be offered to help you and the Head teacher explore possible resolution.  If 
mediation is agreed, the Chair of Governors will endeavour to set up the meeting 
within 10 working days. Should that timescale not be possible you will be told the 
reason. 
 
Should mediation be not deemed appropriate or unsuccessful, the Chair of Governors 
or Clerk will set up a panel of Governors to meet within 15 working days to consider 
your complaint. The Clerk will provide details of the hearing and will request any further 
information you may wish to provide. 
 
The Complaints Panel will consist of three Governors who (as far as possible) will 
have no prior knowledge of the events. The Panel will be supported by a Clerk who 
will take notes during the hearing and will stay with the Panel while they make their 
decision in case Governors need to be reminded about responses to a particular 
question. The Panel will hear the complaint impartially and make their decision.  
 
Five working days before the hearing the Clerk will send to you, the complainant, the 
Head teacher and the three Panel members, copies of all papers submitted by both 
sides so that there is sufficient time to read the evidence before the hearing. 
 
At the hearing 
 
1.  You and the Head teacher will be invited into the room where the panel is being 

held at the same time. 
 
After introductions, you, the complainant will be invited to explain your 
complaint, 
 

2. The Head teacher may question you 
 
3. The panel will question you 
 
4. The Head teacher will be invited to explain the school's actions 

5. You, the complainant may question the Head teacher 

6. The panel will question the Head teacher 

7. The panel may ask questions at any point. 

8. You, the complainant will then be invited to sum up your complaint. 

9. The Head teacher will then be invited to sum up the school's actions and 
response to the complaint. 
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10. The chair will explain that you and the Head teacher will hear from the panel 
within five working days. 

11. Both you and the Head teacher will leave together while the panel decides on 
the issues. 

12.  The clerk will remain with the panel. 

Can I take my complaint further? 
 
For most complaints, you cannot take your complaint to the Local Authority. The Local 
Authority cannot investigate school matters on a parent’s behalf, nor can it review how 
the school has dealt with your complaint. 
 
However, if you feel that the school has acted unreasonably or not followed the correct 
procedure, you can write to the Secretary of State for Education: 
http://www.education.gov.uk/help/contactus/dfe 
 
 
 
 
 

http://www.education.gov.uk/help/contactus/dfe
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Appendix 3:  The Benefits of Mediation  
 
Mediation can be an effective way to resolve a complaint: 
 
•  It gives both complainant and Head teacher another opportunity to hear each 

other’s points of view (with a third party facilitating). 
•  It gives the third party an opportunity to help Head teacher and complainant 

explore and build on areas of agreement. 
•  It gives Head teacher and complainant a structure within which they can resolve 

remaining differences. 
•  If both complainant and Head teacher emerge from the mediation satisfied, that 

is the best foundation for a continuing positive relationship between them. 
•  Even if the complaint continues to a Governors’ Panel, the issues to be 

considered should be much clearer. 
 
Mediation may elicit one or more of the responses listed below from either party: 
 
• an acknowledgement that the complaint is valid in whole or in part. 

• an apology; 

• an explanation; 

• an admission that the situation could have been handled differently or better; 

• an assurance that the event complained of will not recur; 

• an explanation of the steps that have been taken to ensure it will not happen 

again; 

• an undertaking to review school policies in light of the complaint. 

 
Recourse to mediation must be with the agreement of both parties and is intended to 
help arrive at a mutually agreeable solution – it is not possible to impose this on either 
party.  Nor does it prevent a complainant having recourse to formal appeals 
procedures as detailed in paragraphs 6, 7 and 8. 
 
In - house mediation 
 
Many Chairs of Governors and other Governors already have the skills – or can 
acquire the skills – to conduct a mediation process between their Head teacher and a 
complainant. The skills and attributes include: 
 
• ability to listen impartially to both sides 
• ability to control a dialogue so that both sides listen to each other 
• ability to summarise the arguments and focus the dialogue 
• ability to identify areas of agreement that might form a basis for resolving one 

or more of the issues relating to the complaint 
• understanding that solutions cannot be imposed and that both parties need to 

be satisfied with whatever is resolved 

• understanding that mediation does not always work and there is a further step 

available to complainants 
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If the Governing Board requires outside help 
 
Governor Services offers a chargeable mediation service where a trained Clerk, 
Governor or Adviser acts as a mediator. 
 
The mediation ‘package’ consists of the following elements: 
 

• Familiarisation with the background and nature of the complaint (including the 

reading of supporting documentation and interviews with the complainant, staff 

and Governors as appropriate. These may be ‘face to face’ or by telephone); 

• A mediation meeting between the complainant and a representative of the 

school; 

• A written summary of the mediation meeting including, where appropriate, 

recommendations in relation to school policies, procedures and actions. 

Mediation will be undertaken by a trained Clerk, Governor or Adviser not directly linked 
to the school in order to ensure complete impartiality. 
 
This service can be accessed on a consultancy basis.  
 
Where the process of familiarisation with the background to the complaint indicates 
that a half day of consultancy is likely to be inadequate, the school will be advised of 
this fact before proceeding further. 
 
To access the mediation service contact:  
 
Governors Services on 01926 745120; email: governors@warwickshire.gov.uk  
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Appendix 4:  The Role of the DfE School Complaints Unit 
 
If a complaint has completed the local procedures and the complainant remains 
dissatisfied, they have the right to refer their complaint to the Secretary of State for 
Education. The Secretary of State has a duty to consider all complaints raised but will 
only intervene where the governing body has acted unlawfully or unreasonably and 
where it is expedient or practical to do so. 
 
The School Complaints Unit (SCU) considers complaints relating to local authority 
maintained schools in England on behalf of the Secretary of State. The SCU will look 
at whether the complaints policy and any other relevant statutory policies were 
adhered to. The SCU also looks at whether statutory policies adhere to education 
legislation. However, the SCU will not normally re-investigate the substance of the 
complaint. This remains the responsibility of schools. 
 
The SCU will not overturn a school’s decision about a complaint except in exceptional 
circumstances where it is clear the school has acted unlawfully or unreasonably. If the 
SCU finds that the school has not handled a complaint in accordance with its 
procedure, we may request that the complaint is looked at again. 
 
If legislative or policy breaches are found, the SCU will report them to the school and 
the complainant, and where necessary, ask for corrective action to be taken. The SCU 
normally also seeks written assurances as to future conduct. Failure to carry out 
remedial actions or provide written assurances could ultimately result in a formal 
Direction being issued by the Secretary of State in accordance with her powers under 
sections 496 and 497 of the Education Act 1996. 
 
Schools may wish to contact the SCU for advice on whether they have acted 
reasonably; for example: in closing down a complaint from a serial complainant before 
the local procedure has been completed. However, the SCU will not be able to advise 
on how to resolve the complaint. 
 
Further information can be obtained from the SCU by calling the National Helpline on 
0370 000 2288 or going online at: www.education.gov.uk/help/contactus  or by writing 
to: 
 
Department for Education 
School Complaints Unit 
2nd Floor, Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 
 

http://www.education.gov.uk/help/contactus

