
 

Kilburn Junior School 

Complaints Policy 2021 

Introduction 

We strive to provide a good education for all our children. The headteacher and staff work very hard to 
build positive relationships with all parents and carers.  

However, the school is obliged to have procedures in place in case there are complaints by parents or 
guardians. The following policy sets out the procedures that the school follows in such cases. 

If any parents or carers are unhappy with the education that their child is receiving, or have any concerns 
relating to the school or Early Help offer, we encourage them to talk to the school immediately.  

We deal with all complaints in accordance with procedures laid down by the Embark Multi-Academy 
Trust but guidance is given by Derbyshire County Council.  

At Kilburn Junior School we aim to maintain a caring, supportive and disciplined, learning environment 
where children benefit from the best possible education. All staff are committed to this aim. We would like 
to know if you think we are not meeting your expectations so that we have an opportunity to respond. 
We would also like to know your opinion on the things we do well.  

There are a number of stages to this policy; it is hoped that complaints can be dealt with at the first 
informal stage. We expect that each stage will be addressed before progressing to the next. 

Aims  

Our school aims to be fair, open and honest when dealing with any complaint. We consider all complaints, 
and deal with them as swiftly as possible. We aim to resolve any complaint through dialogue and mutual 
understanding. In all cases, we put the interests of the child above all else. We provide sufficient 
opportunity for any complaint to be fully discussed, and then resolved. 

The complaints process  

Stage 1: Informal Procedure 

 If a parent is concerned about anything to do with the education that we are providing at our school, 
they should, in the first instance, discuss the matter with their child's class teacher. In our experience, most 
matters of concern can be resolved positively in this way. All teachers work very hard to ensure that each 
child is happy at school, and is making good progress; they naturally want to know if there is a problem, 
so that they can act before it seriously affects the child's progress.  

Where parents or carers feel that a situation has not been resolved through contact with the class teacher, 
or that their concern is of a sufficiently serious nature, they should make an appointment to discuss it with 
the headteacher. The headteacher considers any such complaint very seriously, and investigates each case 
thoroughly. Most complaints are normally resolved by this stage.  

Should any parents or carers have a complaint about the headteacher, they should first make an informal 
approach to one of the members of the governing board, who is obliged to investigate it. The governor in 
question will do all s/he can to resolve the issue through a dialogue with the school, but if parents or carers 
are unhappy with the outcome, they can make a formal complaint, as outlined below. 

Stage 2: Formal Complaints  

When a formal complaint is received (using the form at the end of this policy) the matter is fully 
investigated by the head teacher or a member of the senior leadership team. We will explain the school’s 
complaint’s procedure to the complainant and give them a copy. We will inform them how long we expect 



our investigation to take and arrange a time to contact them again. All the relevant parties involved will 
be interviewed and their responses recorded.  

On investigating all the evidence available the headteacher or member of the senior leadership team will 
inform you of the results of the investigation. The results of this communication are also recorded. The aim 
of this process is to satisfactorily resolve the matter. 

Stage 3: Governing Board 

 If the matter cannot be resolved to the complainant’s satisfaction, or the complaint is about the 
headteacher, the complainant should write to the chair of the governing board at the school address. The 
chair of governors is the first contact point for investigating complaints.  

The chair of governors will acknowledge receipt of the complaint within 5 days. The chair or nominated 
governor will convene a complaints panel. The panel will consider all written complaints within ten days 
of receipt. It will arrange a meeting to discuss the complaint, and will invite the person making it to attend 
the meeting, so that s/he can explain the complaint in more detail. The school gives the complainant at 
least three days' notice of the meeting.  

After hearing all the evidence, the governors will consider their decision and inform the complainant about 
it in writing. The governors do all they can at this stage to resolve the complaint to the complainant’s 
satisfaction  

Stage 4: Embark Multi Academy Trust  

If the matter cannot be resolved complainant may complain to Embark Multi Academy Trust CEO. 
Matthew Crawford, via the Embark website. The Trust only has the powers to investigate complaints 
about the curriculum, religious education and collective worship, the school’s charging policy and the 
provision of information required by law. For other complaints the Trust will investigate whether the 
school’s investigation was carried out properly, but will not rehear the complaint. After the Trust has 
carried out its investigation a nominated officer will write to the complainant.  

Stage 5: Secretary of State for Education 

 If the complainant remains dissatisfied, they may pursue their complaint with the Secretary of State for 
Education and Skills. 

Monitoring and review  

The governors monitor the complaints procedure, in order to ensure that all complaints are handled 
properly. The headteacher logs all complaints received by the school, and records how they were resolved.  

The governors consider any local or national decisions that affect the complaints process, and make any 
modifications necessary to this policy. This policy is made available to all parents and carers, so that they 
can be properly informed about the complaints process.  

Kilburn Junior School will ensure that data is processed in line with the new GDPR 
Regulations, May 2018 

 

This policy is to be used in conjunction with: 

The Health and Safety Policy. 

Teaching and Learning Policy.  

Performance Management Policy 

Teachers’ standards. 

 

 



Kilburn Junior School 
Complaint Form 

 

Please Complete and return to the Headteacher who will acknowledge receipt and explain what action 
will be taken. 

Your name: 

 Pupil’s name:  

Your relationship to the child:  

Address:  

 

 

Postcode: 

 Daytime telephone number:  

Evening telephone number: 

 

 Please give details of your complaint:  

 

 

 

 

 

 

 

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 of acknowledgement: 

 By Whom:  

Complaint referred to:  

Date: 

 

 

 

 

 


