STAGE 3

Complainant requests a meeting with the
Head Teacher

v

Head Teacher meets with complainant
within 10 school days to review the
complaint i.e. how it had been investigated
and the basis on which the decision was
made

v

Satisfactory outcome reached?

v v

NO YES ™ no further action
Move to stage 4

STAGE 4

Complaint writes to Head Teacher within 10

school days to lodge a formal appeal

against the HT’s decision, giving reasons for

continued dissatisfaction

v

Head Teacher acknowledges appeal in writ-

ing within 5 working days. Appeal letter for-

warded to Chair of Governing Body within 5
school days

v

GB Complaints Committee conducts oral
hearing within 15 schooi days which the
complainant and Head Teacher will be able
to attend
(accompanied by a friend or representative)

v

Satisfactory outcome reached

v v

NO = YES ™ no further action
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STAGE 1

Concern expressed informally to mem-
ber of staff/
School Complaints Officer / Head
Teacher

v

Verbal or written response within 5
school days - if concern cannot be ad-
dressed immediately pending further en-
quiries complainant must be
informed when they can expect a
response

v

Satisfactory Outcome reached?

v oy

NO YES — no further action

v

Move to stage 2

STAGE 2

Complainant writes to the Head
Teacher and makes a formal com-
plaint, providing relevant evidence,
indicating the steps taken (if any) to
resolve the matter informally and the
reason(s) for continued
dissatisfaction

v

Head Teacher will determine whether
complaint falls within the scope of the
general complaints procedure

‘ ‘ Complainant
notified by

YES NO ™ |ctter within5
¢ school days

Complaint acknowledged in writing
within 5 school days and investigation
undertaken. Outcome will be notified
within 10 school days or interim reply
sent with progress to date and date
when full response expected

v

Satisfactory Outcome reached?

v v

NO YES >
no further action

Move to stage 3



