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COMPLAINTS POLICY 

 

 

To be read in conjunction with: Safeguarding and Child Protection Policy, Behaviour Policy, 

Admissions Policy, Equal Opportunities Policies and EYFS policies. 

Introduction 

Birchfield School is committed to providing a high standard of education, pastoral care and 
safeguarding for all pupils. The School values positive relationships with parents and 

recognises that, occasionally, concerns or complaints may arise. 

The purpose of this policy is to ensure that complaints are handled fairly, effectively, 

confidentially and within a reasonable timescale. The School welcomes feedback as it 

provides an opportunity to reflect on practice and improve the quality of provision. 

This policy applies to parents and carers of pupils who are currently registered at the 

School, including pupils in the Early Years Foundation Stage (EYFS). It also applies to parents 

of former pupils where the complaint was raised while the pupil was still registered at the 

School. 

This policy does not apply to complaints from prospective parents or pupils. Complaints 

relating to exclusions, admissions decisions, or matters covered by separate statutory 

procedures will be dealt with under the relevant policy or procedure. 

A complaint is defined as an expression of dissatisfaction about the School’s actions, 

decisions, policies, procedures or the standard of service provided, where the complainant 

seeks a formal response or resolution. 

The School will ensure that complaints are dealt with sensitively, objectively and without 

prejudice. Making a complaint will not affect a pupil’s education or the relationship between 

the School and the family. 

Principles of the Complaints Procedure 

The School aims to: 

• resolve concerns quickly and informally wherever possible; 

• investigate complaints thoroughly and fairly; 

• ensure all parties are treated with dignity and respect; 

• maintain confidentiality throughout the process; 

• keep appropriate records of complaints and outcomes; 

• use complaints as an opportunity for review and improvement. 

The School will not normally consider complaints that are anonymous, malicious, vexatious 

or repeated where the matter has already been fully investigated and concluded. 

Stage 1 – Informal Resolution 
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The School hopes that most concerns can be resolved quickly through discussion with the 

appropriate member of staff. 

Parents should normally raise concerns initially with the relevant Form Teacher, Class 

Teacher or member of staff responsible for the area concerned. The member of staff will 

seek to understand the concern, investigate where necessary and work towards a 

satisfactory resolution. 

Where appropriate, the matter may be referred to the Head of Pre-Prep, Head of Prep, 

Head of Senior School or another appropriate member of the Senior Leadership Team. 

A written record will be made of significant concerns, including: 

• the date the concern was raised; 

• the nature of the concern; 

• the action taken; 

• the outcome. 

The School will normally aim to resolve informal concerns within five working days. 

If the concern cannot be resolved informally, or if the parent remains dissatisfied, the parent 

may proceed to Stage 2. 

Stage 2 – Formal Complaint 

A formal complaint must be submitted in writing to the Headmistress. 

The written complaint should include: 

• the nature of the complaint; 

• relevant details and dates; 

• the names of individuals involved, where appropriate; 

• the resolution sought. 

The Headmistress will acknowledge receipt of the complaint and will consider the 

appropriate course of action. 

The Headmistress will normally meet with the parent within five working days of receiving 

the complaint, where appropriate, to clarify the concerns and discuss possible resolutions. 

The Headmistress may conduct further investigations, including speaking with relevant 

members of staff, reviewing documentation and gathering additional information. 

A written record will be kept of meetings, discussions and decisions relating to the 

complaint. 

The School will aim to complete investigations within ten working days of receiving the 

formal complaint and will provide a written response within five working days of the 

conclusion of the investigation. 
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The written response will include: 

• a summary of the complaint; 

• the investigation undertaken; 

• the findings; 

• any action taken or proposed; 

• whether the complaint has been upheld, partially upheld or not upheld. 

If the parent remains dissatisfied, they may request that the complaint proceeds to Stage 3. 

Stage 3 – Panel Hearing 

A request for a Stage 3 panel hearing must be made in writing to the Headmistress within 

twenty working days of receiving the Stage 2 response. 

The matter will then be referred to a Complaints Panel appointed by or on behalf of the 

Chair of Advisory Committee. 

The Panel will consist of at least three individuals who have had no previous involvement in 

the matter. At least one member of the Panel will be independent of the management and 

running of the School and will not be connected with the School community. 

The Panel will: 

• review the written evidence; 

• consider representations from the complainant and the School; 

• determine whether the School’s procedures have been followed appropriately; 

• decide whether any further action is required. 

The complainant will be invited to attend the hearing and may be accompanied by another 

person in a supportive capacity. Legal representation would not normally be appropriate. 

The Panel will aim to hold the hearing within ten working days of receiving the request, 

wherever reasonably practicable. 

The Panel may request further information from either party before the hearing. Any 

information requested must be provided within the timescale specified by the Panel. 

Following consideration of all relevant information, the Panel will provide a written outcome 

to the complainant within fourteen working days of the hearing wherever possible. 

The Panel’s decision is final. 

The outcome will also be shared with the Headmistress and the Chair of Advisory 

Committee. Where appropriate, recommendations may be made regarding improvements 

to School procedures or practice. 

Complaints Against the Headmistress 
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Where a complaint concerns the Headmistress, it should be submitted in writing to the 

Chair of Advisory Committee. 

The Chair of Advisory Committee will ensure that the complaint is investigated 

appropriately and will determine the appropriate process, normally following the principles 

of Stage 2 and Stage 3 of this policy. 

Complaints Relating to the Early Years Foundation Stage (EYFS) 

The School follows the requirements of the Early Years Foundation Stage Statutory 

Framework in relation to complaints concerning EYFS provision. 

Written complaints relating to the fulfilment of EYFS requirements will be investigated and 

the complainant will be notified of the outcome within twenty-eight days. 

A written record of EYFS complaints, including outcomes and actions taken, will be 

maintained and made available to Ofsted and ISI upon request. 

Parents may contact: 

Independent Schools Inspectorate (ISI) 

Website: Independent Schools Inspectorate 

Telephone: 020 7600 0100 

Ofsted 

Address: 

Piccadilly Gate 

Store Street 

Manchester 

M1 2WD 

Telephone: 0300 123 1231 

Email: Ofsted Contact Email 

Parents are encouraged to follow the School’s complaints procedure before contacting 

external bodies unless the matter relates to a statutory safeguarding concern or another 

matter requiring external involvement. 

Confidentiality and Record Keeping 

All complaints will be treated confidentially. 

Records of formal complaints will include: 

• the date the complaint was received; 

• the stage reached; 

• the outcome; 

• any action taken. 

https://www.isi.net/?utm_source=chatgpt.com
https://www.gov.uk/government/organisations/ofsted/about/complaints-procedure?utm_source=chatgpt.com
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Records of complaints will be retained for a minimum of three years and will be made 

available to ISI, Ofsted or the Department for Education upon request where required. 

Documentation relating to individual complaints will be stored securely and handled in 

accordance with the School’s Data Protection Policy and UK GDPR requirements. 

Monitoring and Review 

The School will monitor complaints to identify patterns, trends and opportunities for 

improvement. 

The Senior Leadership Team will review complaints periodically and ensure that any 

necessary actions are implemented. 

This policy will be reviewed annually or sooner if there are changes to legislation, regulatory 

requirements or School practice. 

Publication 

This policy is available on the School website and upon request from the School office. 

Policy reviewed: September 2026 

Next review: September 2027 

Approved by: Chair of Advisory Committee 

 

In the academic year 2025/26, three formal complaint were received and were registered 

under the formal complaints procedure. 

 


