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Handling Concerns and Complaints from Parents 

Introduction 

1. This advice and guidance is concerned specifically with concerns/complaints to do with 
the running of the school and its application of policies or procedures. It should be read in 
conjunction with the School Complaints Procedure guidance leaflet for parents ‘What if I 
Have Concerns about my Child’s Education’ (appendix 1). This is available to parents from 
the school or the LEA. 

2. We define a ‘concern’ as a matter brought to the attention of the school by a parent. 
Most matters will be handled by the class teacher or Headteacher as appropriate. 

3. If the concern is to do with the conduct or competence of an individual employee it must 
be looked into by the school and if necessary dealt with under the school’s disciplinary 
procedures.  

4. A concern becomes a formal complaint when a parent is dissatisfied with informal 
attempts at resolving the concern and writes to the Chairman of Governors detailing the 
problem. 

5. Concerns need not become formal complaints, particularly if handled promptly and fairly 
at the outset. 

6. Complaints which are to do with admissions, curriculum, exclusions or special educational 
needs are subject to separate statutory complaints procedures.  Guidance and contacts 
relating to complaints in these areas can be found on the Dorsetforyou website. 

7. When a governor is told of a concern by a parent, the parent must be referred to the 
relevant teacher or to the Headteacher in the first instance. Governors should not be 
involved in handling concerns or complaints at this informal stage since their impartial 
consideration may be required if the concern becomes a formal complaint. 

8. If the concern cannot be resolved informally the parent may wish to use the school’s 
formal complaints procedure.  

9. Concerns will normally go first to the classteacher and then, if necessary, to the 
Headteacher.  If the Headteacher cannot sort out the concern, then it may go to the 
governing body, at which point the concern becomes a formal complaint, (see next 
section). 

7.1 The Formal Complaint Procedure 

1. If a formal letter of complaint is received by the Chairman, the Governing Body nominates 
three governors who have had no direct involvement in the matter to form a committee 
to hear the complaint. 

2. The Headteacher must be informed by the Chairman of the committee, who will request 
the Headteacher to prepare a response. 

3. The Chairman of the Committee should write to the parent explaining details of the 
process of hearing the complaint. This should be sent within 10 working days of the 
formal complaint being received by the Chair of Governors. 
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4. Hearing the complaint involves the parent being invited to a meeting with the nominated 
governors to present their case. At the same meeting the committee may also take 
evidence from the Headteacher. The committee will then consider the matter and come 
to its decision to either uphold the complaint in full or in part, or to disallow the 
complaint.  

5. That decision and the reasons for them will be sent to the person complaining within five 
working days of the meeting. A copy will be sent to the Headteacher with the request to 
take any appropriate action. 

6. Under Section 409 of the Education Act 1996 the School Complaints Officer is empowered 
to look into procedures carried out by the School Governors and, if need be, request 
them to re-assess their process in dealing with the complaint.  The County Council does 
not have any jurisdiction with regard to the decision made by the Governors, they only 
have the power to ensure that the process has been carried out correctly. 

7. If the complainant believes that the governing body is acting unreasonably or is failing to 
carry out its statutory duties properly, the complainant may make written 
representations to the Secretary of State.  If the Secretary of State agrees that the 
complaint is justified, the governing body can be directed to act appropriately.  If the 
governing body does not keep to a Direction by the Secretary of State, it may be legally 
enforced. 
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Appendix 1 

What if I Have Concerns About my Child’s Education? 

GUIDANCE FOR PARENTS 

Produced by Dorset LEA’s Pupil and School Improvement Service. 

Dorset’s schools have excellent relationships with their parents.  From time to time however you 
may have a concern about your child’s education.  Schools will be happy to look into these 
concerns.  Most concerns are resolved by informal discussion with school staff.  This leaflet 
answers some of the most commonly asked questions.  

Q. What do I do if I have a concern about my child’s education? 

A. You should discuss your concern with the school.   

8 What if my child is no longer on the school roll? 

A. The Headteacher or chair of governors will respond in writing to your concern.  You will 
not be able to access the school’s formal complaints procedure as this is only for parents 
with the child on the school roll 

Q. Who should I contact at the school? 

A. It would be sensible to talk to your child’s teacher in the first instance.  He or she will 
know from clear, written internal procedures how to deal with the matter.  Most matters 
will be handled by the class teacher or the Headteacher as appropriate. 

Q. What if my concern is to do with an individual employee of the school? 

A. If your concern is to do with the conduct or competence of an individual employee it 
will be looked into by the school.  If necessary it will be dealt with under the school’s 
disciplinary procedures.  It cannot be dealt with under the school’s complaints procedure. 

Q. What if I contact a school governor? 

8.1.1.1.1 A. The governor should advise you to raise your concern with the Headteacher.  In 
the interests of fairness governors can only be involved if the matter becomes a formal 
complaint. 

Q. What if I contact the Local Education Authority (LEA)? 

A. The LEA will advise you to raise your concern with the Headteacher.  

Q. What if my concern remains unresolved? 

A. What happens next depends on the nature of your concern.  Provided your child is still on 
the school roll there are formal procedures dependent on the nature of the concern.  

Q. What if my complaint is about the way the school is run, its policies or procedures, 
and/or their effect on my child? 

A. You should write to the Chairman of Governors saying you have a formal complaint and 
giving all the relevant facts in your letter.  This starts up the school’s complaints 
procedure, as follows: 
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 The Chairman of Governors nominates three governors who have had no direct involvement 
in the matter to form a Committee to hear your complaint. 

 You will be invited to a meeting with the nominated governors to present your case.  At the 
same meeting the Committee may also take evidence from the Headteacher.  The Committee 
will then consider the matter and come to its decisions. 

 The decisions and the reasons for them will be sent to you in writing within five working days 
of the meeting.  A copy will be sent to the Headteacher. 

 If the matter can be resolved prior to the hearing you may withdraw your complaint by 
writing to the Headteacher or Chairman of Governors. 

 If you are unhappy with the way in which the procedure has been followed you have the 
right to make written representations to the Secretary of State. 

Q. What if I take my child off the school roll during the time my complaint is being 
considered? 

A. The school will set aside your complaint and take no further action under this policy.  The 
Headteacher or chair of governors will write to you closing the matter on behalf of the 
school. 

Q. What if my complaint is to do with admissions, curriculum, exclusions or special 
educational needs? 

A. There is a separate statutory complaints procedure for dealing with your complaint. It 
cannot be dealt with under the school’s complaints procedure. Guidance and contacts if 
you wish to make a complaint relating to these areas can be found on the Dorset For You 
website. 

 

 


