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General

Beaconsfield Primary School is committed to maintaining strong, respectful relationships with parents,
carers and the wider community. This policy outlines our procedures for managing concerns and
complaints in a fair, transparent and timely manner. Our approach is fully aligned with the Department for
Education (DfE) Best Practice Guidance for School Complaints Procedures.

Most issues can be solved very quickly and easily, when and if, they arise and we ask you to follow the
four steps detailed below.

Recording of Meetings

The school DOES NOT give permission for any meetings, conversations or hearings—whether formal
or informal—to be recorded by complainants, parents, carers or external parties. This includes covert or
overt audio or video recording. The school may permit recording only as a reasonable adjustment for a

documented disability, and only with advance written consent from all participants.

Definitions: The difference between a concern and a complaint
e A concern is an expression of worry or doubt for which reassurance is sought.
e A complaint is an expression of dissatisfaction about an action taken, or lack of action.
All concerns should be raised as early as possible so they can be resolved quickly and informally where

appropriate. Beaconsfield Primary School takes concerns seriously and will make every effort to resolve
the matter as quickly as possible.

Who Can Make a Complaint

Anyone may raise a complaint about any provision of facilities or services that the school provides,
unless the matter falls under separate statutory procedures.

How to Raise a Concern or Complaint

Concerns may be raised with staff in person, in writing or by phone. Complaints should not be brought
directly to governors. Formal complaints about staff must be addressed to the Head Teacher; complaints
regarding the Head Teacher should be addressed to the Chair of Governors.

For ease of use, a template complaint form is included at the end of this procedure. If you require help in
completing the form, please contact the school office. You can also ask third party organisations such as
Citizens Advice to help you.

Anonymous complaints

Anonymous complaints will not normally be investigated unless the Head Teacher or Chair of Governors
determines that the issue merits formal consideration.

Serial, Unreasonable or Vexatious Complaints

The school will follow DfE guidance for managing serial or unreasonable complaints. Repeated
complaints without new evidence or abusive behaviour towards staff may result in restricted contact
arrangements.



Complaint Campaigns

Large volumes of complaints relating to the same issue may be treated as a single complaint. The
school may respond either through a single published statement or identical responses to all
complainants.

Timescales

Complaints should be raised within three months of the incident. Complaints outside of term time are
considered received on the first school day following the holiday period.

Complaints Not Covered by This Procedure

Certain matters must be handled under separate statutory procedures, including admissions,
safeguarding, exclusions, whistleblowing, staff grievances and disciplinary matters.

Resolving Complaints

At every stage, the school seeks to resolve complaints with fairness and transparency. Outcomes may
include explanations, apologies, policy reviews, or assurances of future improvements.

Withdrawal of a complaint

If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing.

Formal Complaint — Stage 1

Formal complaints should be submitted to the Head Teacher, who will acknowledge receipt within 10
school days and investigate promptly. A written response will be provided.

Panel Hearing — Stage 2

If dissatisfied, complainants may request that the case be reviewed by a panel of impartial governors.
The panel will consider all evidence and issue a final written decision within 5 school days of the hearing.

Next Steps

If the complainant believes the school has not followed correct procedures or acted unlawfully, they may
contact the Department for Education once internal processes are complete.



Beaconsfield Primary School Complaint Form — Appendix A

Please complete and return to Beaconsfield Primary School (either head teacher / chair of governing body/ clerk to
governing body — delete as appropriate) who will acknowledge receipt and explain what action will be taken.

Your name:

Pupil’s name (if relevant):

Your relationship to the pupil (if relevant):

Address:
Daytime telephone number:
Evening telephone number:

Email contact:

Please give details of your complaint, including whether you have spoken to anybody at the
school about it.




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:




