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Complaints Procedure 

 
 
Biblical Approach 
If your brother sins against you go and show him his fault, just between the two of you. If he listens to you, 
you have won your brother over. 

Matthew 18:15 
 
Emmanuel School recognises the fact that parents may have concerns that they wish to raise with 
members of staff, the head teacher, or the School Governors. 
Each level of the procedure set out below offers the opportunity for concerns and complaints to be 
resolved as quickly as possible. 
We ask parents to abide by the following procedure: 
 
Level 1 – Informal Complaint - concern heard by class teacher 
 
Concerns should initially be handled informally in a manner that offers the best way of resolving issues. 
 A class teacher should offer an appointment to discuss the issue as quickly as possible, as this will give 
both parties time to talk about it calmly and politely without being interrupted. 
The appointment should be made within 2 days  
 
Where the first approach is made to a governor, the governor must refer the complainant to the 
appropriate person and advise them about the procedure. It is important that all stages of the complaints 
procedure are followed. 
 
 
Level 2 - Informal Complaint – concern heard by Head Teacher 
Parents dissatisfied with the result of the discussions with the class teacher should ask for an appointment 
to meet with the Head Teacher. Parents may be accompanied by a friend, family member or professional 
of their own choosing for support. 
The appointment should be made within 3 days 
 
The aim should be that discussions end on a positive note with no bad feeling. 
The Head Teacher to write a letter to parents after the meeting summarising what has been agreed 
regarding the issue. 
  
Level 3 –Formal Complaint - complaint letters to Head Teacher 
An issue that has not been resolved through the Informal levels 1 and 2 can become an official complaint. 
Parents wishing to move to level 3 must write a formal letter of complaint to the Head Teacher. The letter 
will need to set out clearly the issues which have previously been discussed and why the parent considers 
the issue to be unresolved. 
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The Head Teacher will consider the complaint and discuss the issue with a governor in the hope of seeking 
a resolution with the parent. The head teacher will offer a resolution to the complainant in writing within 
10 school days of receipt of the letter. 
 
Level 4 – Formal - complaint requesting a Governors’ meeting. 
An issue that has not been resolved through the Informal levels 1 and 2 or Formal level 3 can then move to 
Level 4 where an official complaint is sent to the chair of governors. A hearing will then be arranged before 
a panel who are appointed by the proprietor of at least 3 people who have not been directly involved in 
the matters detailed in the complaint.           (Please refer to the ‘Procedure for Hearing complaints 
‘guidelines for further information. Contact School office for more details. ) 
 
Time Scales and Outcomes: 
Receipt of complainant’s letter - Acknowledgement within 2 school days resolution offered within 10 days. 
Receipt of complainant’s letter to Governors’ – Acknowledgement within 2 school days. 
Meeting set as soon as possible but within 10 school days. 
Governors’ decision communicated to all concerned as soon as possible but within 10 school days of 
meeting. Outcomes of each stage will be communicated to the complainant and / or the person being 
complained about as appropriate. Those outcomes will also be available on site for the head / governors to 
be able to access. 
School will keep a record of how the complaint was resolved and what action will follow. 
Records of any panel meetings’ outcomes and the outcomes of any formal procedure will also be kept and 
available at school.. 
 
All correspondence, statements and records relating to individual complaints are to be kept confidential 
except where the Secretary of State or a body conducting an inspection under section 109 of the 2008 Act 
requests access to them.                     


