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Introduction 
 
Undershaw is dedicated to providing the best possible education and support for all its pupils. We 
aim to resolve concerns quickly, fairly and proportionately, while maintaining a positive working 
relationship between families and the school. The purpose of this procedure is improvement, not 
blame. The school and parents share responsibility for working towards constructive resolution and 
proportionate investigation. 
 
This policy applies primarily to parents or legal guardians of pupils currently on roll. Complaints from 
individuals who are not current parents may be considered under Stage 2 at the discretion of the 
Headteacher and will not normally proceed to a panel hearing unless deemed necessary. 
 
All staff are made aware of the complaints procedure and are expected to be familiar with the 
process so that concerns can be addressed efficiently and appropriately.  Where timescales require 
adaptation to ensure fairness and a thorough investigation, the school will communicate revised 
timeframes and the reasons for adjustment. Quality and fairness take precedence over rapidity, 
particularly in matters involving multiple agencies, historical concerns, or complex safeguarding/ 
SEND issues. 
 
Some matters fall outside the scope of this policy and follow alternative statutory or DfE-mandated 
processes, including: 

• Pupil admissions 
• Pupil exclusions 
• Statutory SEND assessments and EHCP processes 
• Assessment decisions for external qualifications 
• Staff disciplinary matters 
• Safeguarding / child protection concerns 
• National curriculum content 
• Services delivered by external organisations using school premises 
• School re-organisation proposals 
• Collective worship 

 
Where a safeguarding referral has been made, any school consideration of a linked complaint will be 
limited to reviewing whether the referral was reasonable based on the evidence available at the 
time, in line with safeguarding policy and statutory duties. 
 
Concerns should be raised as early as possible. The school will not normally consider complaints 
made more than three months after the incident or last in a series of related events, unless there are 
exceptional circumstances. Anonymous complaints will not usually be investigated unless they raise 
a clear safeguarding concern. 
 
Complaints must be specific and relate to actions or decisions within the school’s control. Respectful 
behaviour is expected throughout the process. The school may pause or limit interactions where 
behaviour becomes aggressive, abusive or obstructive. 
 
 
 
1. When an Issue or Concern First Arises 
If you have a concern that you would like to raise with the school, you should initially inform a 
member of staff either in person, by telephone, or in writing. You may then be invited to an informal 
meeting with the member of staff most appropriate for addressing your concern.. You may also 
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choose to approach a member of the Senior Leadership Team in the first instance, who can assist 
directly or direct you to the most appropriate member of staff. 
 
We encourage parents to raise concerns promptly and constructively so that they can be resolved as 
early as possible through open dialogue and mutual understanding. Complaints should be specific 
and relate to actions or decisions within the school’s control. Matters raised must be evidenced and 
proportionate to allow a fair and clear investigation. 
 
A written explanation of your concern (email is acceptable) will be required, so that it is clear what 
the concern relates to and so that an accurate record is available if the matter proceeds further. 
If your concern relates to a member of staff, you should raise this with the Headteacher in the first 
instance. If the concern relates to the Headteacher, you should raise it with the Chair of Governors. 
If the concern relates to a governor, you should raise it with the Clerk to the Governing Body. 
No complaint will be progressed where the conduct of the complainant becomes aggressive, 
abusive, or obstructive. Respectful behaviour is expected at all times. The school may pause the 
process until behaviour returns to an acceptable standard. 
 
1.2 Initial Informal Meeting 
Once a concern has been raised, you may be invited to attend an informal meeting with the 
appropriate member of staff or the Headteacher/Chair of Governors to discuss the issue. You may 
bring a friend, partner, or, in the case of a pupil raising a concern, a parent or appropriate adult. 
The school does not permit the audio or video recording of any meeting, whether in person or 
online. Written notes will be taken and may be shared upon request. Attendees may take their own 
written notes. If the school believes a meeting has been recorded covertly, it may decline further 
meetings to protect the integrity and privacy of the complaints process and the privacy of all parties. 
 
Staff will ensure that you understand any agreed actions and that a written record of the meeting is 
made. The aim is to resolve most issues promptly at this stage, ideally within twenty school days, 
though some cases may reasonably take longer. 
 
If agreement cannot be reached, or if you remain dissatisfied, you may proceed to make a formal 
complaint under Stage 1 of this policy.  Complaints that are trivial, malicious, substantially the same 
as a previous complaint already considered, or which lack any supporting evidence, may be refused 
and recorded as closed. 
 
2. Formal Complaints – Stage 1: Complaint to the Headteacher 
If you are dissatisfied with the outcome of the informal stage, or the issue is serious enough to 
warrant immediate escalation, you may make a formal complaint in writing to the Headteacher. If 
your complaint is about the Headteacher, you should proceed directly to Stage 2. 
 
Your written complaint should set out the specific concerns, the relevant facts, and the resolution 
you are seeking. Complaints must relate to actions or decisions within the school’s control and be 
supported by relevant information or evidence where available. 
 
The Headteacher will acknowledge your complaint within five school days and confirm the process 
and indicative timescales. A written response will normally be provided within fourteen school days, 
but more complex cases may require additional time. In such cases, the school will advise you of an 
updated timeframe and reasons for the extension.  The Headteacher may invite you to a meeting to 
discuss the matter and will keep a clear record of interactions, enquiries and actions taken in 
relation to the complaint. 
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If the complaint relates to a member of staff, the Headteacher will investigate appropriately and 
sensitively. Where the complaint involves safeguarding or potential harm to a child, statutory and 
local safeguarding procedures will take precedence. 
 
The Headteacher will write to you explaining the outcome of the investigation and the reasons for 
the decision. If further action is required, this will be outlined. If no further action is deemed 
necessary, the rationale will be explained and you will be informed of your right to escalate the 
matter to Stage 2. 
 
Multiple Concerns in a Single Complaint 
Where a complaint includes multiple issues, the school will address each of the substantive points 
raised. The school may require the complainant to identify and prioritise the material issues to be 
investigated. The school will not undertake wide-ranging retrospective investigations based on 
general dissatisfaction or events significantly in the past without current relevance. 
 
Complaints must be specific, evidenced and proportionate. Matters that fall outside the school’s 
control, that are repetitive, or that have already been fully addressed, may not be progressed and 
may be recorded as closed. 
 
External Investigation 
Where appropriate, the school may appoint an independent external investigator to provide 
impartial review, particularly where the subject matter involves: 

• disputed facts requiring objective evaluation 
• a potential conflict of interest 
• concerns involving senior leaders 

This does not alter the stage of the complaint or reset timescales unless this is reasonable and 
communicated clearly. 
 
Stage 2 – Formal Complaint to the Chair of Governors 
If you remain dissatisfied with the Stage 1 response, or the complaint concerns the Headteacher, 
you may escalate the complaint to Stage 2 by writing to the Chair of Governors. This should normally 
be done within ten school days of receiving the Stage 1 outcome. After this timeframe, the 
complaint will be considered closed unless exceptional circumstances apply. 
Your written submission should clearly set out: 

• the nature of the complaint 
• why you remain dissatisfied with the Stage 1 response 
• the resolution you are seeking 

 
If the complaint relates to a member of staff, that employee will be given the opportunity to provide 
a written response, which will be shared with the Chair of Governors within 10 days, as part of the 
investigation. 
 
The Chair of Governors will normally respond in writing within twenty school days. For complex 
matters, including those requiring consultation with external agencies, this may take longer. You will 
be informed of revised timelines where required. 
The Chair will review: 

• the handling of the complaint at Stage 1 
• the evidence and information available 
• any further reasonable enquiries required 

If additional meetings, clarification, or written submissions are required, the Chair will coordinate 
these steps proportionately. 
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The Chair will confirm the outcome, the reasons underpinning the decision, and whether any further 
action is required. 
 
If you remain dissatisfied, you may request to proceed to Stage 3 (Appeal Panel Hearing). The Chair 
will confirm whether the matter meets the threshold for escalation to appeal (see Stage 3). 
 
Screening of Stage 3 Requests (Governance Protection) 
The Chair of Governors must be satisfied that there are legitimate grounds to proceed to an appeal 
panel. An appeal will only be considered if; 

• There is evidence that the school has not followed a fair and reasonable process to address 
the complaint at stage 1 or 2 

• New, relevant evidence has emerged that was not previously considered and can 
substantively support the original complaint. This evidence must be significant enough to 
warrant a review. 

If neither of these conditions is met, the escalation will be declined, and the complaint will be 
recorded as closed and no further correspondence will be entered into. 

 
3. Appeals – Stage 3: Appeal to the Governing Body Panel 
If you wish to request an appeal, the request must be submitted in writing to the Clerk to the 
Governing Body within ten school days of receiving the Stage 2 decision. If no request is made within 
this timeframe, the matter will be deemed concluded unless exceptional circumstances apply. 
 
The Clerk will acknowledge request of the appeal and confirm the next steps. An Appeal Panel will 
usually be convened within twenty-five school days . 
All parties will be provided with the same documentation in advance of the review, including: 

• the original complaint 
• correspondence and investigation records 
• outcomes of earlier stages 
• any further written submissions permitted by the panel 

 
Supporting evidence must be submitted at least five school days before the panel meeting. 
Recordings of meetings or conversations, covert or otherwise, will not be accepted. 
 
Appeal Panel Scope and Purpose 
The panel will review whether: 

• the school followed a fair and reasonable process 
• the investigation at earlier stages complied with policy 
• decisions were made in a way a reasonable body could have made them 
• sufficient and relevant evidence was considered 
• statutory or policy requirements were breached 

 
The panel will not conduct a full re-investigation of the complaint or consider new complaints at this 
stage. It may seek clarification in writing or, exceptionally, invite individuals to provide further 
information if needed to reach a fair decision. 
 
 
The Appeal Panel may: 

• dismiss the complaint in whole or in part 
• uphold the complaint in whole or in part 
• recommend actions or policy improvements 
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• require further investigation or corrective action where appropriate 
 
Its decision is final in terms of the school’s internal process. 
 
Appeal Panel Composition and Conflicts of Interest 
The panel will consist of three governors not previously involved in the complaint, including at least 
one independent of the management and running of the school. 
To ensure impartiality and avoid conflicts: 

• The Chair of Governors will not sit on the panel if they have had prior involvement at Stage 2 
• No panel member will participate if they have any personal knowledge or conflict in relation 

to the matters under review 
 
The Clerk will attend to support the process and maintain accurate records but will not participate in 
decision-making. 
 
The panel’s written decision, including reasons and any recommendations, will be provided to the 
complainant, the Headteacher, and where relevant the subject of the complaint, normally within ten 
school days of the panel meeting. 
 
If you remain unhappy with the handling of the complaint after the conclusion of Stage 3, you may 
raise concerns with the Secretary of State for Education. Guidance is available 
at:  https://www.gov.uk/complain-about-school  
 
4. Vexatious or Persistent Complaints 
Whilst the school aims to maintain positive and cooperative relationships with parents and to 
resolve complaints appropriately, it is acknowledged that in rare circumstances a complainant may 
remain dissatisfied regardless of the procedures followed or outcomes achieved. 
 
Where a complainant attempts to re-open an issue that has already been fully addressed under this 
policy, the Chair of Governors will write to confirm that the matter has been dealt with and that the 
procedure is exhausted. Where further attempts are made to continue the complaint, the 
correspondence may be considered vexatious and the school will not be obliged to respond. 
 
The school may refuse to progress a complaint where it is determined that the matter is: 

• trivial or lacks any supporting evidence 
• substantially the same issue as a complaint previously considered 
• malicious or intended to cause disruption or distress 
• repetitive or part of a pattern of unreasonable behaviour 
• outside the school’s control or remit 

 
In all cases, the school will act fairly and proportionately and will record the rationale for decisions 
taken. Where communication with a complainant becomes unreasonable, abusive, or persistent to 
the point of impacting the wellbeing of staff or the education of pupils, the school may restrict 
contact methods or frequency in line with its Vexatious and Persistent Complaints Policy. 
 
 
 
5. Records, Review and Monitoring of Complaints 
The school will record the progress and outcomes of all complaints, including notes of meetings, 
communications, evidence considered, actions taken and the stage at which the complaint was 

https://www.gov.uk/complain-about-school
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resolved. Records will be kept securely and in accordance with data protection law and the UK 
GDPR. 
 
Records will be retained only for as long as necessary and will remain confidential except where 
disclosure is required for regulatory or legal purposes, including inspection by the Secretary of State 
or Ofsted. 
 
The Governing Body will regularly review complaints received to evaluate trends, identify learning 
and drive improvements in practice and policy. A summary of complaints and outcomes will be 
reported to the Governing Body at least annually. 
 
This procedure will be reviewed every three years, or sooner if required by changes in statutory 
guidance or school needs. 
 
6. Staff Complaints 
Concerns raised by employees about colleagues or volunteers should be referred to the school’s 
Whistleblowing Policy. Other staff concerns relating to their employment or working conditions will 
be managed under the Employee Handbook and associated HR policies. 
Staff grievances or disciplinary matters do not fall under this parental complaints procedure. 
 
7. Complaint Campaigns 
Where the school receives a complaint from multiple individuals which relates to the same subject 
matter, this may be treated as a complaint campaign. In such cases, the school may: 

• issue a template response to all complainants, and/or 
• publish a single response on the school website if appropriate 

This ensures school resources are used efficiently while maintaining transparency and fairness. 
 
Formal Complaints in Previous Academic Year 
Academic Year 2024–2025: 2 
 
Contact Details 
Undershaw Education Trust 
Portsmouth Road 
Hindhead 
Surrey 
GU26 6AQ 
Telephone: 01428 609 953 (Reception) 
Website: www.undershaw.education 
Headteacher: headteacher@undershaw.education 
Clerk to the Governing Body: clerk@undershaw.education 
Chair of Governors: chair@undershaw.education 
To request an appointment with the Headteacher please contact: 
PA to the Headteacher: karen.cornell@undershaw.education 
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