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Ringwood School is committed to encouraging the involvement of parents and carers in the community of 

the school and their children’s education. One aspect of this commitment is reflected in the recognition that 

occasionally, things may occur which cause parents concern. Ringwood School recognise it is important that 

parents, carers and pupils know the steps to take to ensure any problems are resolved. This document is 

intended to provide guidance to help parents in this process. 

Who should I talk to? 

Most concerns are dealt with quickly, through informal discussion with members of staff at the school. 

Parents are always welcome to come into school to discuss concerns or problems that have arisen. You can 

expect that matters you raise will be treated in confidence, but parents also need to understand that to 

resolve issues and find the best way forward, the person dealing with matter may have to make further 

enquiries. If this is necessary, you can expect that it will be done with sensitivity to how the issues affect your 

child.  

It is always preferable to find an informal resolution before entering a formal complaints procedure. 

However, occasionally, things go wrong and it is not always possible to predict how an initial concern can 

escalate into a major, stressful and time-consuming complaint. This document refers to the process adopted 

for a general formal complaint and sets out three stages to the procedure. 

Our Complaints Procedure aims to: 

 Be speedy with well-defined timescales and named contacts 

 Focus on resolution and service review rather than blame 

 Be accessible to people with disabilities, special needs cultural or language barriers 

 Promote confidentiality and discretion 

 Include fair and transparent investigative processes for staff as well as complainants 

 Indicate other sources of advice, for example; Citizens Advice Bureau (CAB), Parent/partnership 

services, Advisory Centre for Education (ACE), Funding Agency for schools (FAS). 

 Be forthright in dealing with vexatious, abusive, malicious and anonymous complaints 

 

This guidance does not cover complaints about the following issues, for which there are statutory appeal 

mechanisms: 

 The Local Authority’s (LA’s) decisions on Special Educational Needs (SEN) assessment and school 

placements 

 Schools admissions and transfers (help line: 0845 603 5625) 

 Exclusions (refer to Winchester office, Hilary Frearson: 01962 876 263) 

 Staff grievances and staff disciplinary issues 

 Financial impropriety or other criminal activity 

 Alleged child abuse 

 External services (educational welfare, educational psychology, behavioural support, youth services, 

Education Other Than At School (EOTAS)) 

 

There are additional detailed procedures for the following: 

 Staff grievances and staff disciplinary issues 
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 Financial impropriety or other criminal activity 

 Alleged child abuse; in this case action must follow Hampshire County Council’s Child Protection 

Guidance through the child protection officer in the school 

 

A staged approach to dealing with complaints 

Stage 1 – Headteacher 

The complainant will be advised to write to the Headteacher, giving details of the concern and enclosing any 

appropriate paperwork (this can also be done via e-mail: headteacher@ringwood.hants.sch.uk). 

A complaints form is available. The Headteacher will consider whether the staff member or the complainant 

should complete it (see Appendix 1). 

The Headteacher, or designated member of the Leadership Team, should respond to the complainant in 

writing as soon as possible. Standard practice is to acknowledge the complaint or offer a full response within 

five school days*. 

If appropriate a meeting may be called, which will be minuted. 

If the complaint requires in-depth investigation, the Headteacher will need to acknowledge this within five 

days and let the complainant know that a full response will take longer. Standard practice is to investigate 

the complaint, prepare and send a response within twenty school days*. 

The Headteacher should summarise the main points in a follow-up letter. This is to help prevent any 

misunderstandings and ensure that all parties have a clear record of progress or agreements. 

If the complainant remains dissatisfied, the Headteacher will need to decide when to give a final response 

and refer the complainant to Stage 2 of the Complaint Process. 

 

Stage 2 - Chair of Governors 

The Complainant should write to the Chair of Governors outlining their complaint, explaining the reasons for 

pursuing it beyond the Headteacher’s response and enclosing any relevant paperwork. 

Standard practice is to acknowledge the complaint within five school days*. A full response to the complaint, 

should be sent within twenty school days*. 

Stage 2 offers an opportunity for achieving conciliation between parties. Informal discussions between the 

Chair of Governors and the Headteacher are key to resolving the complaint and agreeing a way forward. The 

aim is to resolve the complaint and prevent further escalation of the disagreement. 

The Chair of Governors will need to decide who is responsible for dealing with the issues involved and, 

therefore, what powers are available to governors with respect to the particular complaint. 

For matters that are the Headteacher’s responsibility, the Chair of Governors is only empowered to look at 

whether the Headteacher’s decision or action was reasonable in the light of the information available at the 

time. 
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In the rare circumstance that the complainant is unhappy with the outcome, the Chair of Governors may 

offer a right of appeal to the Governing Body’s Complaints Panel. 

 

Stage 3 - Governing Body’s Complaints Panel – reconsideration or review 

Impartiality 

The Governing Body’s Complaints Panel must remain impartial, therefore, the Chair of Governors and any 

Governors involved in stages 1 & 2 may not be a member of the Complaints Panel, neither may the Clerk to 

the Governors or any member of school staff. If practical, the Governors should appoint a Standing 

Complaints Panel at the beginning of each academic year, the members of which should remain untainted 

by not being involved in stages 1 & 2 of the complaints procedure. 

In the rare event of stage 3 being reached, the complainant must be reminded not to contact any governors 

individually because of the need for their impartiality and the need to remaining untainted by any 

information received outside the auspices of the complaints panel. Any governor who is approached with 

information or asked for an opinion on the matter has a duty to declare themselves tainted and therefore 

unsuitable to participate in the panel. Additionally, any Teacher Governor and the Clerk to the Governors 

may not participate in the complaints panel to ensure impartiality. If it is not possible to convene a panel 

from existing governors the Chair of Governors may invite governors from Ringwood Partner Schools to 

participate in the Complaints Panel. 

 

Complainant 

Complainants who wish to appeal to the Governors should do so in writing to the Clerk to the Governors at 

the school address. The complainant should describe the issue(s) in details and state why they are dissatisfied 

with the outcomes of the previous stages. The complainant should be clear what they are looking to achieve 

by bringing the complaint to the panel. 

Standard practice is to acknowledge the complaint is within five school days*. A complaints panel should be 

set up within twenty school days*.   

Reconsideration 

When the issues relate to delegated responsibilities, the panel may consider the matter, that is, look at the 

matter afresh, with new information that the Headteacher may not have been aware of at the time of the 

original response or action. In the light of additional information, the panel may decide to write and ask the 

Headteacher to give the matter further consideration. 

 

Review 

If the matter falls within the Headteacher’s decision-making remit by virtue of their Terms and Conditions of 

Employment, then the panel will only have the power to review the decision not to consider the matter 

afresh. It may look at whether the decision or action was unreasonable. An unreasonable decision might be 
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one that is irrational: that is, a decision that no reasonable Headteacher would make if properly aware of 

their duties and properly taking into account the facts of the case before them would make. 

The panel will need to consider the facts, as they were known to the Headteacher at the time and then 

consider whether the Headteacher: 

1. failed to take account of a relevant consideration 

and/or 

2. took into account an irrelevant consideration; 

and/or 

3. made a ‘perverse’ decision in the light of the evidence available at the time. 

If new evidence does come to light, the panel should refer it back to the Headteacher, who may consider 

amending the decision in the light of that new information. 

In deciding whether the Headteacher’s decision was perverse, the panel will need to judge whether the 
decision was one that, on the information available, was open to the Headteacher to make; that is, within a 
reasonable range of responses in the light of the evidence available. 

 

The Panel Meeting 

The Clerk to the Governors should arrange the meeting, but not participate in the meeting. 

The outline agenda of the meeting will include: 

 Introductions of all those present 

o Note that the Headteacher and Chair of Governors can make submission to the panel but 

not participate in the judgement process 

o Confirmation that the panel has no prior knowledge of the complaint 

o Explain the need for a  formal agenda to ensure all parties have the opportunity to make full 

representation 

o Explain the powers open to the panel in respect to the complaint 

o Remind the complainant that the complaint(s) to be heard will be those already handled by 

the Headteacher and Chair of Governors and that no new complaints can be heard during 

this meeting 

 Complainant’s verbal submission 

 Questions by the Headteacher and/or Chair of Governors 

 The school’s verbal submission 

 Questions by the complainant 

 Panel members may ask questions for clarification throughout the hearing 

 A summary by the complainant 

 A summary by the school 

 Close of the hearing 

 All parties leave the meeting and the Complaints Panel and clerk remain to consider the submissions 

and prepare a decision letter (this may include whether legal advice should be sort before 

adjudicating on the complaint). 
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The decision letter 

The decision letter should be prepared by the clerk and signed by the Chair of the Complaints Panel. The 

letter should inform the complainant of the panel’s decision within five school days* following the meeting. 

The letter should include: 

 a summary of the issues 

 an outline of the main points of discussion 

 the decision and reasons for the decision 

 proposed actions and outcomes 

Where appropriate the panel’s letter may also suggest that the complainant meets the Headteacher again to 

agree a way forward. 

Stage 3 is the final stage of the school’s complaints procedure. If the complainant believes that the 

Headteacher’s and Governor’s actions have been unreasonable or the correct process has not been adhered 

to, the only recourse of action is to the Secretary of State. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix 1 – Ringwood School Complainant’s form 
 
When we receive a complaint, we aim to acknowledge its receipt within five school days and send 
a full or interim response within twenty school days. 
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Name of Complainant: 
……………………………………………………………………………………………………………
…………… 
 
Status e.g. parent/carer/other – please state: 
………………………………………………………………………………… 

 

 
Student’s Name: …………………………………………………………………………………  
Tutor Group: …………………… 

 

 
Address: 
……………………………………………………………………………………………………………
…………………………….. 
 
                
……………………………………………………………………………………………………………
……………………………... 
 
                
……………………………………………………………………………………………………………
……………………………… 
 
Postcode: 
……………………………………………………………………………………………………………
………………………….. 
 
Telephone (day): ……………………………………………… Telephone (evening): 
………………………………………… 
 

What is your concern and how has it affected you/the student? 
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Are you attaching any paperwork? If so, please list this below: 
 
 
 
 
 
 
 

Have you discussed this matter with a member of staff before filling in this form? 
 

If yes, to whom did you speak to and what was the response? 
 
 
 
 
 
 
 

If you have not discussed this matter with a member of staff, please would you give your 
reason for not doing so: 
 
 
 
 
 
 

What would you like to happen as a result of making this complaint? 
 
 
 
 
 
 
 
 
 
 

 
Signature:                                                                                                      Date:  
                                          

Official Use Only 
 
Initial response and acknowledgement: 
 
 
 
 
 
 
 
By whom: 
 
Date: 

 

Complaints reference number: 
 
Action taken: 
 
 
 
 
 
 
 
 
 
Date: 

Data Protection Act 1998 We will only process your personal data to respond to your complaint. In 
general, this data will be used for administrative and statistical purposes. 
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Appendix 2 – Staged Approach to Handling Complaints 

 

 

 

Not resolved 

Ask for a hearing by the 
Governor’s Complaints 
Panel 

 

Not satisfied with the 

outcome 

Write to Chair of Governors 

Write to Headteacher 

 

This is the final stage in the school’s internal complaints procedure 

- Acknowledge within 
5 school days 

- Investigate 
- Agree to meet 
- Confirm the outcome in 

writing within 20 school 
days 

- Offer a resolution 

Explain procedures and 

next stage 

Explain procedures and 

next stage 

- Acknowledge within 5 
school days 

- Agree to investigate 

- Speak with the 
Headteacher 

- Meet with both parties 

- Acknowledge within 5 
school days 

- Clerk to set up the hearing 
within 20 school days 

- Three governors on the 
panel 

- Panel to consider written 
and verbal submissions from 
all parties  

- Decision preferably within 5 
school days 

STAGE ONE 

STAGE TWO 

STAGE THREE 

Complainant 

Satisfied 

Complainant 

Satisfied 


