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1. Aims 
Our school aims to meet its statutory obligations when responding to complaints from parents/carers 
of pupils at the school, and others. 
 
When responding to complaints, we aim to: 

 Be impartial and non-adversarial  
 Facilitate a full and fair investigation 
 Address all the points at issue and provide an effective and prompt response 
 Respect complainants’ desire for confidentiality 
 Treat complainants with respect and courtesy 
 Make sure that any decisions we make are lawful, rational, reasonable, fair and proportionate, in 
line with the principles of administrative law 
 Keep complainants informed of the progress of the complaints process 
 Consider how the complaint can feed into school improvement evaluation processes 

 
We try to resolve concerns by informal means wherever possible. Where this is not possible, the 
formal complaints procedures will be followed. 
 
The school will aim to give the complainant the opportunity to complete the complaints procedure in 
full. To support this, we will make sure we publicise the existence of this policy and make it available 
on the school website. 
 
Throughout the process, we will be sensitive to the needs of all parties involved, and make any 
reasonable adjustments needed to accommodate individuals. 
 
2.  Legislation and guidance 
This document meets the requirements of section 29 of the Education Act 2002, which states that 
schools must have and make available a procedure to deal with all complaints relating to their 
school and to any community facilities or services that the school provides.  
 
It is also based on guidance for schools on complaints procedures from the Department for 
Education (DfE), including the model procedures for complaints and for managing serial and 
unreasonable complaints. 

 Staff discipline 
 School re-organisation proposals 
 Curriculum 
 Collective worship 

 
 
3. Roles and responsibilities  
3.1 The complainant  
The complainant will get a more effective and timely response to their complaint if they:  

 Follow these procedures 
 Co-operate with the school throughout the process, and respond to deadlines and communica-
tion promptly  
 Ask for assistance as needed 
 Treat all those involved with respect  
 Do not approach individual about the complaint 
 Do not publish details about the complaint on social media  
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3.2 The investigator and co-ordinator 
An individual will be appointed to look into the complaint and establish the facts. They will:  

 Interview all relevant parties, keeping notes  
 Consider records and any written evidence and keep these securely  
 Prepare a comprehensive report to the headteacher or complaints committee, which includes 
the facts and potential solutions 
 Keep the complainant up to date at each stage in the procedure 
 Make sure the process runs smoothly by liaising with staff members, the headteacher, desig-
nated school and local authority (LA) 
 Be aware of issues relating to: 

o Sharing third-party information 
o Additional support needed by complainants; for example, interpretation support or 

where the complainant is a child or young person 
 
 

4. Who can make a complaint? 
This complaints procedure is not limited to parents or carers of children that are registered at the 
school. Any person, including members of the public, may make a complaint to the school about any 
provision of facilities or services that we provide.  
 
5. The difference between a concern and a complaint 
A concern may be defined as ‘an expression of worry or doubt over an issue considered to be 
important for which reassurances are sought’.  
 
A complaint may be defined as ‘an expression of dissatisfaction however made, about actions taken 
or a lack of action’.  
 
It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage. 
Many issues can be resolved informally, without the need to use the formal stages of the complaints 
procedure. Rose Education Provision takes concerns seriously and will make every effort to resolve 
the matter as quickly as possible.  
 
If you have difficulty discussing a concern with a particular member of staff, we will respect your 
views. In these cases, the Head of School will refer you to another staff member. Similarly, if the 
member of staff directly involved feels unable to deal with a concern, the Head of School will refer 
you to another staff member. The member of staff may be more senior but does not have to be. The 
ability to consider the concern objectively and impartially is more important. We understand 
however, that there are occasions when people would like to raise their concerns formally. In this 
case, the school will attempt to resolve the issue internally, through the stages outlined within this 
complaints procedure.  
 
6. How to raise a concern or make a complaint 
A concern or complaint can be made in person, in writing by post or email or by telephone. They 
may also be made by a third party acting on behalf on a complainant, as long as they have 
appropriate consent to do so.  
 
Complaints against school staff (except the Head of School) should be made in the first instance, to 
the Head of School- Sheree Curtis. 1815 Melton Road Rearsby LE7 4YS. Please mark them as 
Private and Confidential. 
Email: scurtis@roseeducationprovision.co.uk 
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 If your complaint is about your Head of School or you feel you need to formally raise it with 

someone outside the school, contact LADO (Local Authority Designated Officer) 0116 454 
2440 

 

 
7. Anonymous complaints 
We will not normally investigate anonymous complaints. However, if appropriate, will determine 
whether the complaint warrants an investigation. 
 
8. Time scales 
You must raise the complaint within three months of the incident or, where a series of associated 
incidents have occurred, within three months of the last of these incidents.  We will consider 
complaints made outside of this time frame if exceptional circumstances apply. 
 
9. Complaints received outside of term time 
We will consider complaints made outside of term time to have been received on the first school day 
after the holiday period. 
 
 
If other bodies are investigating aspects of the complaint, for example the police, local authority (LA) 
safeguarding teams or Tribunals, this may impact on our ability to adhere to the timescales within 
this procedure or result in the procedure being suspended until those public bodies have completed 
their investigations.  
 
If a complainant commences legal action against the school in relation to their complaint, we will 
consider whether to suspend the complaints procedure in relation to their complaint until those legal 
proceedings have concluded.  
 
10. Resolving complaints 
At each stage in the procedure, the school wants to resolve the complaint. If appropriate, we will 
acknowledge that the complaint is upheld in whole or in part. In addition, we may offer one or more 
of the following:  

 an explanation 
 an admission that the situation could have been handled differently or better  
 an assurance that we will try to ensure the event complained of will not recur 
 an explanation of the steps that have been or will be taken to help ensure that it will not 

happen again and an indication of the timescales within which any changes will be made 
 an undertaking to review school policies in light of the complaint 
 an apology. 

 
11. Withdrawal of a Complaint 
If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing. 
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12.  STAGE 1: Informal discussion  
 
12.1 Introduction  
The vast majority of concerns and complaints can be dealt with informally.  There are many occa-
sions where concerns are resolved straight away without the need to submit a formal complaint. In-
deed, many concerns raised at this level might not be classified as complaints.    
 
When a complaint is made directly against the school’s Head of School, stage 2 is not required 
and the formal procedure begins at stage 3.    
 
12.2 Time scales  
There are no specific time scales for dealing with concerns at this stage.  However, as at all 
stages, issues should be considered and dealt with as quickly and effectively as possible.  
 
12.3 Response  
The individual who raised the issue should be informed of any action to be taken to resolve the is-
sue. If appropriate, this might be confirmed in writing.   
 
12.4 Options for complainant  
If the individual is dissatisfied with the response they have been given and would like to take their 
complaint further, they should be referred to the school’s complaints procedure and told how to 
move on to stage 2. 
 
13. STAGE 2: Referral to the Head of School 
Formal complaints must be made to the head of school (unless they are about the Head of School) 
who will record these complaints and pass on to the Head of School.  This may be done in person 
or by telephone to 07435 679998, by email to either or scurtis@roseeducationprovision.co.uk or in 
writing by post to: 
 

Miss S Curtis 
Rose Education Provision 
1815 Melton Road 
Rearsby, Leicestershire 
LE7 4YS 

 
13.1 Informal discussion with Head of School 
Before proceeding with a formal investigation, the Head of School or his/her representative will meet 
with the individual and discuss their concerns and wishes.  It may still be appropriate and satisfac-
tory to reach an informal resolution at this point.  If not, the Head of School or his/her representative 
will decide whether the individual’s complaint will be dealt with by this policy or another statutory 
procedure and advise them on what they will need to do.  
  
13.2 Submitting a formal complaint  
The HR/Admin Manager will record the date the complaint is received and will acknowledge receipt 
of the complaint in writing (either by letter or email) within 10 school days and then pass the 
complaint to the Head of School who will carry out an investigation. 
 
During the investigation, the Head of School (or investigator) will: 

 if necessary, interview those involved in the matter and/or those complained of, allowing them 
to be accompanied if they wish 

 keep a written record of any meetings/interviews in relation to their investigation. 
 

At the conclusion of their investigation, the Head of School will provide a formal written response 
within 20 school days of the date of receipt of the complaint. 
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If the Head of School is unable to meet this deadline, they will provide the complainant with an 
update and revised response date. 
 
The response will detail any actions taken to investigate the complaint and provide a full explanation 
of the decision made and the reason(s) for it. Where appropriate, it will include details of actions the 
school will take to resolve the complaint.  
 
The Head of School will advise the complainant of how to escalate their complaint should they 
remain dissatisfied with the outcome of Stage 2.  
 
 
 
14. STAGE 3  further steps 
If the complainant is dissatisfied with the outcome at Stage 2 and the complainant believes the 
school did not handle their complaint in accordance with the published complaints procedure or they 
acted unlawfully or unreasonably in the exercise of their duties under education law, they can 
contact the Department for Education after they have completed Stage 2.   
 
The Department for Education will not normally reinvestigate the substance of complaints or 
overturn any decisions made by the school.  They will consider whether the school has adhered to 
education legislation and any statutory policies connected with the complaint.  
 
The complainant can refer their complaint to the Department for Education online at: 
www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by writing to: 
 
Department for Education 
Piccadilly Gate 
Store Street 
Manchester  
M1 2WD  
 
15. Record keeping and confidentiality 
Our school will record the progress of all complaints, including information about actions taken at all 
stages, the stage at which the complaint was resolved, and the final outcome. The records will also 
include copies of letters and emails, and notes relating to meetings and phone calls. 
 
This material will be treated as confidential and stored securely, and will be viewed only by those 
involved in investigating the complaint or on the review panel. 
 
This is except where the secretary of state (or someone acting on their behalf) or the complainant 
requests access to records of a complaint through a freedom of information (FOI) request or through 
a subject access request under the terms of the Data Protection Act, or where the material must be 
made available during a school inspection. 
 
Records of complaints will be kept securely, only for as long as necessary and in line with data 
protection law, our privacy notices and the school’s records management policy. 
 
 
16. Learning lessons 
The school will review any underlying issues raised by complaints with the Head of School, where 
appropriate, and respecting confidentiality, to determine whether there are any improvements that 
the school can make to its procedures or practice to help prevent similar events in the future. 
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19. Monitoring arrangements 
The school  will monitor the effectiveness of the complaints procedure in making sure that 
complaints are handled properly. The school will track the number and nature of complaints, and 
review underlying issues as stated. 
 
The complaints records are logged and managed by Head of School. This policy will be reviewed 
annually. 
 
 
20. Links with other policies 
Policies dealing with other forms of complaints include: 

 Child protection and safeguarding policy and procedures 
 Allegations against staff 
 Whistleblowing policy 
 Special educational needs policy 
 Data protection policy 
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