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INTRODUCTION 
 
The purpose of this Procedure is to provide an opportunity to express and resolve concerns and 
complaints.  The Procedure builds on National Legislation for the consideration of complaints.  This Policy 
does not cover certain types of complaints, which are dealt with under separate Procedures.  
 
These are: 
 

 Complaints by staff – addressed under the School’s Grievance Procedure or other Personnel 
Policies 

 Admissions – addressed under the Admissions and Admissions Appeals Procedure 

 Whistle-blowing – (matters of impropriety, e.g. a breach of law, school procedures or ethics) – 
addressed under the Whistle Blowing Procedure. 

 
 

STAGES 
 
The Procedure has two stages.  In all circumstances, the informal stage must be pursued first. 

 

 Informal: by discussion with staff at the School. 

 Formal complaint to the Governing Board: to the Governing Board after attempts have been 
made to resolve the matter informally. 

 
 

Informal Stage 

 
1. Where a concern is brought to the School's attention, it can almost always be resolved by personal 

contact with senior staff. 
 

2. Occasionally, despite the best efforts of all parties, these discussions do not resolve the concern 
which then may become a complaint against either the School or an individual.  The Complainant 
will be asked to confirm the complaint in writing to the Headmaster and it will be formally 
acknowledged in writing.  The Headmaster will copy relevant papers to any member/s of staff 
named in the complaint. 
 

3. The Headmaster has the right of written reply to the written complaint. 
 

4. Any concerns should be raised as soon as possible after the event. 
 
 

Formal Complaint to the Governing Board 

 
1. This should be made only if the Complainant has: 
 

 sought to resolve the concern through an informal approach and 

 allowed reasonable time for investigation and 

 accepted any reasonable offer by the School to discuss the result of that investigation and 

 put the complaint clearly in writing within a reasonable time of the event/issue occurring and 
normally within three months and 

 taken part in any process of mediation offered by the School. 
 

2. The Complainant should email or write to the Clerk to the Governing Board (Clerk) at the School 
requesting a meeting of the Complaints Committee.  Enclosed with the letter should be a completed 
complaints form and a copy of the written complaint (the Complaint) submitted at the informal stage. 
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It is important to clearly indicate which matters remain unresolved.  No new complaints may be 
included. 

 
3. The Clerk will, as soon as practicable, send the text of the formal complaint to the Headmaster and 

the Chairman of Governors. 
 
4. The Chairman of Governors, after liaising with the Headmaster, will request that the Clerk convenes 

a Complaints Committee (the Committee) or enter into correspondence with the Complainant as 
appropriate.  

 
5. The Clerk is responsible for making arrangements for the Committee meeting (the Meeting), 

including time and place. The meeting will be arranged as soon as possible having regard to term 
dates and the availability of the Complainant, the Headmaster, other relevant staff and members 
of the Committee.  If there is difficulty agreeing a date, the Chairman of Governors makes the final 
decision.  
 

6. The Committee will be made up of two members of the School’s Governing Board (School 
Governors) and one independent member. One of the School Governors will chair the Committee 
(the Chair). The Committee may seek external advice as necessary and invite an external advisor 
to be present during the meeting. It is the responsibility of the Committee to determine if the 
complaint should be upheld in whole or part or dismissed having regard to documents received 
and what is said in the meeting. 

 
7. The School (represented by the Headmaster) and the Complainant are each entitled to bring a 

maximum of two people to the meeting. 
 
8. If teachers or other members of staff are asked by the Headmaster to be present at a Complaints 

Committee meeting, they have a right to bring a friend or professional representative.  The 
Headmaster may also choose to bring a friend or professional representative.  

 
9 It is not appropriate for a child/pupil to attend the meeting. 

 
10. Any documents from either the Complainant or the Headmaster to be considered by the 

Committee, and the names of those attending the meeting must be received by the Clerk at least 
ten School days before the meeting.  Copies of all papers submitted, together with the agenda, will 
be sent to the Committee members, the Complainant, the Headmaster and Chairman of Governors 
at least five School days before the meeting date.  The Headmaster will copy relevant papers to 
any member/s of staff named in the complaint. 
 

11. In the event of either party not attending the meeting, the Chair has discretion to proceed or to 
adjourn at any stage. 
 

12. The Chair controls the meeting and will aim to complete all the business having regard to the 
previously circulated timetable without the need to adjourn to another day.  It is important that all 
participants help by being clear about the points they wish to make, by keeping to the point and by 
being courteous throughout. 
 

13. The Committee will consider and reach a decision as to the Complaint after the meeting.  The Clerk 
will send the Complainant, Headmaster and Chairman of Governors a letter with the outcome of 
the meeting within five school days of the Meeting.   
 

14. Having come to a decision about the complaint, the Committee may refer issues of principle or 
general practice to another forum, such as the Governing Board or to an individual such as the 
Headmaster. 
 

15. There is no ability to appeal to the Local Authority.  If a Complainant wishes to pursue the 
Complaint, she/he has recourse to the Department for Education. 
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16. There may be occasions when, despite all stages of the Complaint Procedure having been 
followed, the Complainant remains dissatisfied. It is important for the School to recognise when it 
has done everything it can in response to a complaint.  It is a poor use of the School’s limited 
resources to reply to repeated letters, emails or telephone calls making substantially the same 
points.  If a Complainant tries to re-open the same issue, the Chair of Governors can inform them 
that the procedure has been completed and that the matter is now closed. 

 
17. Where a Complainant’s behaviour is causing a significant level of disruption, the Headmaster may 

wish to implement a tailored communications strategy such as restricting the individual to a single 
point of contact via an email address or by limiting the number of times they make contact; e.g. a 
fixed number of contacts per term.  

 
18. Ultimately, if a Complainant persists to the point that the School considers it to constitute 

harassment, legal advice may be sought as to the next steps.  
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WESTCLIFF HIGH SCHOOL FOR BOYS 
 
 

COMPLAINTS FORM 
(Please complete and return to the Clerk to the Governing Board, c/o WHSB, Kenilworth Gardens, Westcliff on Sea, 
Essex  SS0 0BP, who will acknowledge receipt and explain what action will be taken) 
 

YOUR NAME:  …………………………………………………………………………………………………….. 

PUPIL’S NAME:  ……………………………………………………………………………………………………. 

FORM:   …………………… 

Your relationship to the pupil: …………………………………………………………………………………………… 

Address:  ……………………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

Postcode: ……………………………… 

Daytime Telephone Number: ………………………… Evening Telephone Number: …………………………. 

 

Please give details of your complaint: 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 
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What action, if any, have you already taken to try and resolve your complaint?  

(Who did you speak to and what was the response?) 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………………. 

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 acknowledgement sent: ……………………………………………………………… 

By whom: ……………………………………………………………………………………. 

Complaint referred to:  ……………………………………………………………………… 

Date:  ……………………………………………………………………………………….. 

 


