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Mount Tamar School values the generally good relations enjoyed with parents 
and the community.  These good relations are based on mutual respect and a 
willingness to listen to other points of view.  It is in the best interests of all 
parties that any concern is expressed and resolved quickly and at the earliest 
possible stage. 
 
   

Any person, including members of the general public, may make a    
complaint about any provision of facilities or services that the school 
provides, unless separate statutory procedures apply (such as exclusions or 
admissions). Complaints are not limited to parents or carers of children that 
are registered at the school. 

 
At any stage in the procedure any party may consult the nominated officer     
for school complaints or the School’s designated Safeguarding Lead. The 
Services for Children and Young People Department may provide impartial 
advice on matters of procedure. 

 
The school will make sure everyone has access to information about the    
complaints procedures, and be sensitive to the needs of those who may 
have literacy difficulties or for whom English is not their first language.  
Information will be provided in the format required by the individual, for 
example in Braille, on tape or translated into relevant languages.  Details of 
providers can be obtained from Plymouth City Council's Communications 
Unit on 01752 307898. 

 
If complainants feel their concerns have been taken seriously and dealt with 
sensitively, much ill will and time consuming argument can often be avoided.  
It is important to keep the complainant informed and updated of progress.  
Third parties that use school premises for any purpose are required to have 
their own policies in place.  
The complainant will be asked at the earliest stage what they think might 
resolve the issue (an acknowledgement that the school could have handled 
the situation better is not the same as an admission of unlawful or negligent 
action).  
 A complaint may be made in person, by telephone, or in writing. Brief notes 
of meetings and telephone calls will be kept and a copy of any written 
response added to the record. Where there are communication difficulties, 
schools may use recording devices to ensure the complainant is able to 
access and review the discussions at a later point. The School will record the 
progress of the complaint and the final outcome. The Headteacher or 
Complaints Officer are responsible for these records and hold them centrally. 
Complainants have a right to copies of these records under the Freedom of 
Information and Data Protection Acts. 
 
The school reserves the right not to investigate complaints that have been 
made three months after the subject of the complaint took place, except in 
exceptional circumstances. What is meant by exceptional circumstances is 
where new evidence has come to light, where the complaint is of an 
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especially serious matter or where there is reasonable justification why the 
complainant has been unable to raise the complaint before this time. The 
Headteacher will review the situation and decide whether or not to enact the 
complaints procedure, informing the chair of governors of the decision. 
 
In order for complaints to be resolved as quickly and fairly as possible, the 
school requests that complainants do not discuss complaints publically via 
social media such as Facebook and Twitter. Complaints will be dealt with 
confidentially for those involved, and we expect complainants to observe 
confidentiality also.  
 
 
The Governing Body will periodically review with the Headteacher how the 
complaints procedure is working and the methods used to publicise it.  In such 
reviews certain points need to be borne in mind: 
• Wherever possible complaints will be resolved informally by the 

Headteacher and other staff without having to be referred to the 
Governing Body. 

• Staff will be reminded that complaints often amount to no more than a 
request for information or clarification.  Taking such informal concerns 
seriously at the earliest stage will reduce the numbers that develop into 
formal complaints. 

• The school will avoid being defensive in responding to complaints.  The 
school will review its actions, practices and policies objectively and fairly 
in response to complaints, however difficult the situation to which these 
relate.  The Governing Body will be alive to any signs that staff may be 
trying to stifle complaints or make complainants feel that pursuing a 
legitimate complaint is likely to be fruitless, or are trying to take 
advantage of the reluctance of some individuals to complain because 
they fear the consequences for their child or themselves. 

• At each stage in the procedure the school will keep in mind ways in 
which a complaint can be resolved and will encourage complainants to 
state what actions they feel might resolve the problem.  Should the 
complaint be upheld it may be appropriate to offer one or more of the 
following: 
 an apology: 
 an explanation; 
 an admission that the situation could have been handled differently, 

or better; 
 an assurance that the event complained of will not recur; 
 an explanation of the steps that have been taken to ensure that it 

will not happen again; 
 an undertaking to review school policies in light of the complaint; 
The record of complaints will be reviewed to assess the overall level, 
nature and outcome of complaints and identify any necessary steps that 
need to be taken to improve policies and procedures.    
On occasions when, despite all stages of the complaint procedure having 
been followed, the complainant remains dissatisfied and tries to re-open 
the same issue, the Chair of Governors can inform him/her that the 
procedure has been completed and that the matter is now closed. If the 
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complainant contacts the school again on the same issue, then the 
correspondence may be viewed as ‘serial’ or ‘persistent’ and the school 
may choose not to respond. However, a complaint must not be regarded 
as ‘serial’ before the complainant has completed the procedure. 
The complaints procedure covers all complaints about any provision of         
facilities or services that the school provides with the exceptions listed 
below, for which there are separate (statutory) procedures:  

• Admissions to schools  
• Statutory assessments of Special Educational Needs (SEN)  
• School re-organisation proposals  
• Matters likely to require a Child Protection Investigation. Concerns 

should be raised direct with local authorities (LA).  
• Complaints about admission appeals for maintained schools are dealt 

with by the Local Government Ombudsman. 
• Exclusion of children from school. Further information about raising 

concerns about exclusion can be found at: 
www.gov.uk/schooldiscipline-exclusions/exclusions.  

• Complaints about services provided by other providers who may use 
school  

• Whistleblowing - the school has an internal whistleblowing procedure 
for their employees and voluntary staff. Other concerns can be raised 
direct with Ofsted by telephone on: 0300 123 3155, via email at: 
whistleblowing@ofsted.gov.uk or by writing to: WBHL, Ofsted Piccadilly 
Gate Store Street Manchester M1 2WD. The Department for Education 
is also a prescribed body for whistleblowing in education. 

• Complaints about services provided by another provider who uses 
school premises or facilities. They must be addressed directly to the 
provider.  

• Staff grievances and disciplinary procedures. These matters will invoke            
the school’s internal grievance procedures. Complainants will not be 
informed of the outcome of any investigation. 
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CONCERNS AND COMPLAINTS PROCEDURE  
 

Stages of the procedure 
 

Stage 1 – informal discussion with appropriate member of staff and/or 
Headteacher 

 
Stage 2 – formal complaint to Headteacher 
 
Stage 3 – formal appeal to Governing Body’s Complaints Appeal Panel 

 
Stage 4 – formal complaint to Director of Services for Children and   
Young People 

 
Stage 1 – informal discussion with appropriate member of staff and/or 
Headteacher 
 
Where a concern is brought to the school’s attention it can often be resolved 
with a single conversation.  Sometimes the issue is more complex and will 
take more than one discussion to resolve.  Complainants will be encouraged 
to telephone to make an appointment with the appropriate member of staff or 
the Headteacher in order to discuss their concerns.  Telephone calls should 
be returned within 24 hours.  The school will respect the views of a 
complainant who indicates that he/she would have difficulty discussing a 
complaint with a particular member of staff. The complainant will be asked at 
the earliest stage what they think might resolve the issue (an 
acknowledgement that the school could have handled the situation better is 
not the same as an admission of unlawful or negligent action).  Where the 
complaint concerns the Headteacher and cannot be resolved by arranging a 
meeting with the complainant, it will be referred to the Chair of Governors. 
Complaints against the Chair of Governors or any individual governor should 
be made to the School’s Complaints Officer. 
 
Occasionally despite the best efforts of those concerned these discussions do 
not resolve the issue, it may become a formal complaint. 
The complainant will be given at the earliest stage the opportunity to indicate 
what they think might resolve the issue (an acknowledgement that the school 
could have handled the situation better is not the same as an admission of 
unlawful or negligent action). 
 
 
Stage 2 – formal complaint to Headteacher 
 
A complaint may be made in person, by telephone, or in writing. In order to 
prevent any later challenge or disagreement over what was said. Brief notes 
of meetings and telephone calls will be kept and a copy of any written 
response added to the record. Where there are communication difficulties, 
schools may wish to use recording devices to ensure the complainant is able 
to access and review the discussions at a later point. The Schools will record 
the progress of the complaint and the final outcome. The complaints co-
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ordinator will be responsible for these records and hold them centrally. The 
school is aware that complainants have a right to copies of these records 
under the Freedom of Information and Data Protection Acts. 
 
The complainant should be asked to confirm to the Headteacher that they 
wish to make a formal complaint, and it should be acknowledged in writing on 
the day of receipt, confirming that the investigation will be completed within 12 
school days.  If however the complaint is received on the last day of the 
summer term the Headteacher will attempt to contact the complainant by 
telephone to discuss the timescale for investigation and reporting.  The letter 
acknowledging the complaint will confirm the details of this conversation or, if 
the Headteacher has been unable to make telephone contact, that the 
situation will be investigated at the beginning of the autumn term and suggest 
a date for a meeting to discuss the findings.  If it becomes apparent that 
further investigations are necessary, new time limits should be set and the 
complainant informed of these together with the reasons for the delay. 
 
The Headteacher will copy relevant papers to any member of staff named in 
the complaint and make a full investigation.  On completion of the 
investigation the Headteacher will arrange a meeting with the complainant to 
discuss the results.  The complainant will be encouraged to bring a friend or 
interpreter to the meeting.  Immediately following the meeting a letter will be 
sent to the complainant outlining the results of the investigation and meeting 
and, if appropriate, detailing the proposed course of action.  The 
complainant’s right to refer the decision to the Governing Body’s Complaints 
Appeal Panel must also be included in the letter. 
 
Appeal Panel 
 
A complaint can only be made to the Governing Body’s Complaints Appeal 
Panel if it relates to the Headteacher or the complainant has: 
• already exhausted Stages 1 and 2; 
• allowed 12 school days for the Headteacher to complete the 

investigation at Stage 2; 
• accepted any reasonable offer by the school to discuss the findings of 

the investigation; 
• taken part in any process of mediation offered by the school, such 

mediation should be undertaken by an independent person who has not 
been involved or know about the nature of the complaint; 

•   contacted the Chair of Governors within three months of the event;   
 

Where the complaint is received on the last day of the summer term the Chair 
of Governors should attempt to contact the complainant by telephone to 
discuss the timescale for the appeal process.  The letter acknowledging the 
complaint should confirm the details of this conversation or, if the Chair of 
Governors has been unable to make telephone contact, that the situation will 
be investigated at the beginning of the autumn term and suggest a date for a 
meeting of the complaints appeal panel of the Board of Governors. 
The Governors will set up a panel to deal with appeals on complaints relating 
to the school. The panel’s responsibility is to hear and decide about formal 
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complaints that have not been resolved at an earlier stage.  The governors’ 
appeal hearing is the last school-based stage of the complaints process and 
will not be convened to merely rubber-stamp previous decisions. 
 
The panel should consist of 3 or 5 Governors who have not previously 
been involved in any aspect of the complaint.  The Headteacher should 
not be a member of the panel and alternates should be named to ensure that 
the panel can be constituted when necessary.  A complaint may give rise to 
subsequent disciplinary proceedings against a staff member and the 
procedure for dealing with a complaint should therefore be kept separate from 
any application of the school’s staff discipline procedure. 
 
The appeal hearing is independent and impartial and must be seen to be so.  
In deciding the make-up of the panel, governors will try to ensure that it is a 
cross-section of the categories of governor and sensitive to the issues of race, 
gender and religious affiliation. 
 
Many complainants feel nervous and inhibited in a formal setting.  Parents 
often feel emotional when discussing an issue that affects their child.  The 
proceedings should therefore be as welcoming and informal as possible and 
the layout of the room in which the complaint is heard should be non-
adversarial.  
If the attendance of any pupils is required at the hearing, parental permission 
will be sought if they are under the age of 18. Extra care will be taken to 
consider the vulnerability of children where they are present at a complaints 
hearing.  
 
 
 
Stage 3 – formal appeal to Governing Body’s Complaints Panel 
 
Complainants have the right to request an independent panel, if they believe 
there is likely to be bias in the proceedings.  The School will consider the 
request but ultimately, the decision is made by the governors. 
 
The complainant is required to contact the Chair of Governors within  three 
months of the event, requesting a meeting of the panel responsible for 
appeals on complaints relating to the school, outlining the complaint, and 
providing all supporting evidence and specifying which matters remain 
unresolved.  No new complaints may be included. 
 
The Clerk to the Governors will arrange all matters relating to the meeting, 
including the date, which should be no later than 12 school days from receipt 
of the complaint, ensuring that it is held at a time that suits all parties.  The 
Clerk should copy the complaint to the Headteacher who will have 5 school 
days in which to respond. 
 
Any documents from either the complainant or the Headteacher to be 
considered by the panel, and the names of any witnesses or friends who 
might attend, must be received by the Clerk at least 7 school days before the 
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meeting.  Copies of the agenda and all documents will be forwarded to the 
panel members, Headteacher, complainant and Chair of Governors at least 5 
school days before the meeting date.  The Headteacher will copy relevant 
papers to any member of staff named in the complaint. 
 
The complainant will be encouraged to bring a friend to the meeting and an 
interpreter if required. 
The Headteacher may bring a friend or professional representative to the 
meeting. 
Any teachers or other members of staff requested to attend may bring a friend 
or professional representative. 
 
Witnesses are only required to attend for the part of the hearing in which they 
give their evidence.  The Headteacher may question both the complainant 
and his/her witnesses after each has spoken and the complainant may 
likewise question the Headteacher and his/her witnesses.  The panel may ask 
questions at any time.  Having summed up the complaint and the school’s 
response the complainant and Headteacher will leave together while the 
panel decides on the issues. 
 
The panel will consider the complaint on the basis of the papers they receive 
and what is said at the meeting.  The Clerk should take minutes that must 
remain confidential. 
 
The committee may: 

• uphold the complaint in full or in part, and make recommendations to 
the Governing Body for action, and where appropriate recommend 
changes to the school’s systems or procedures to ensure that 
problems of a similar nature do not happen again, or 

• decide to recommend no action be taken and give reasons for the 
decision. 

 
Within 5 school days of the meeting the Clerk will send a letter to the 
complainant, Headteacher and Chair of Governors outlining the outcome of 
the meeting.  It is important that everyone understands that the panel is acting 
on behalf of the Governing Body and no further appeal to the Governing Body 
is available. 
 

 
Stage 4 – formal complaint to  the Local Authority 

 
If the complainant is dissatisfied with the outcome of a Stage 3 appeal and 
wishes to pursue the matter further this should be done by following the 
SCYP’s procedure for dealing with those complaints about schools that fall 
outside statutory requirements.  Complaints relating to schools should be 
directed to the nominated officer for school complaints in writing, by e-mail, by 
telephone or in person. 
 
It must be understood however that it is not the LA’s role to re-investigate and 
direct the Governors or Headteacher to take a particular course of action, but 
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to help find a solution to a complaint.  The LA officer will listen to the 
complaint, ask questions and give advice on how to break the deadlock.  The 
Governing Body is not obliged to accept the LA’s advice about how a 
complaint might be resolved, provided the school has acted lawfully. 
 
Complaints for which there are statutory or formalised procedures should be 
directed to the appropriate officer: 
 
Procedure dealing with: Further information available 

from: 
Appeals with respect to admissions to 
schools 

School Admissions Team 
Telephone: 01752 307481 

Appeals with respect to exclusion of 
pupils from schools 

Inclusion Officer 
Telephone: 01752 307471 

Education Health Care Plans SEN 0-25 Needs Team 
Telephone: 01752 
307407/307403/307429/307438 

National Curriculum and Religious 
Education 

Teaching and Learning Team 
Telephone: 01752 307485 

Child Protection Issues Gateway 
Telephone: 01752 307404 

Child Protection Investigations against 
staff 

Local Authority Designated Officer 
Telephone:  01752 307144 

Services provided by Plymouth City 
Council 

Customer Services 
Telephone: 01752 668000 
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COMPLAINTS PROCEDURE  
 

FLOWCHART 
 

 
 
 
 
 

                                                                                                   
 
 
 
 
 
 
        
 
 
 
 
 
 
 
         
        
 
 
 
 
 
 

 
 
 
       
 
 

 
• Clerk to issue letter confirming panel decision within 5 school days of 

appeal panel meeting. 
 
         
 
 
                                

 
                     

Stage 1 
Informal discussion with the 
appropriate member of staff 

and/or Headteacher 

Issue resolved 
Notify complaints co-
ordinator of outcome 

 

Issue not resolved 
Notify complaints co-ordinator 

of outcome 

Stage 2 
Formal complaint to Headteacher 

• Acknowledge receipt of complaint within 24 hours 
• Notify Chair of Governors of complaint 
• Investigate 
• Arrange meeting with complainant to discuss outcome of 

investigation within 12 school days 
• Immediately after meeting write to complainant outlining results 

of investigation and meeting 

Issue resolved 
Notify complaints co-
ordinator of outcome 

Issue not resolved 
Notify complaints co-ordinator of 

outcome 

Stage 3 
Formal complaint to Governing Body’s Complaints Appeal Panel 

• Check if referred within 3 months of incident (or if exceptional circumstances 
warrant an extension.) 

• Clerk arrange appeal panel meeting at convenient time within 12 school 
days of receipt of complaint, and deal with paperwork 

• Panel hear evidence and make decision on complaint 
• Clerk to issue letter confirming panel decision within 5 school days of 

appeal panel meeting 
  
  
  
    

Issue resolved 
Notify complaints co-ordinator 

of outcome 

Issue not resolved 
Notify complaints co-ordinator 

 of outcome 
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Complainants’ unreasonable behaviour 
 
 
 
 
 
Complainants should limit the numbers of communications with a 
school while a complaint is being progressed. It is not helpful if 
repeated correspondence is sent (either by letter, phone, email or text) 
as it could delay the outcome being reached. Whenever possible, the 
Headteacher or Chair of Governors will discuss any concerns with the 
complainant informally before applying an ‘unreasonable’ marking. If 
the behaviour continues the Headteacher will write to the complainant 
explaining that their behaviour is unreasonable and asking them to 
change it. 
The will use discretion to choose not to investigate these      
complaints. Where the Headteacher decides to take this course of 
action, they must inform the chair of governors that they have done so, 
explaining the nature of the complaint and why they have chosen not to 
investigate. If the chair deems it appropriate, they can redirect the 
Headteacher to investigate the complaint. The full complaints 
procedure will commence from stage one on this direction. 
 
For complainants who excessively contact causing a significant level of 
disruption, we may specify methods of communication and limit the 
number of contacts in a communication plan. This will usually be 
reviewed after 6 months. In response to any serious incident of 
aggression or violence, the concerns and actions taken will be put in 
writing immediately and the police informed. This may include banning 
an individual from the School Premises. Although the school fulfils a 
public function, the public has no automatic right of entry. The School 
will therefore act to ensure it is a safe place for pupils, staff and other 
members of their community. If a parent’s behaviour is a cause for 
concern, the school can ask him/her to leave school premises. In 
serious cases, the Headteacher or the local authority can notify them in 
writing that their implied licence to be on school premises has been 
temporarily revoked, subject to any representations that the parent may 
wish to make. We will always give the parent the opportunity to formally 
express their views on the decision to bar. The decision to bar should 
then be reviewed, taking into account any representations made by the 
parent, and either confirmed or lifted. If the decision is confirmed the 
parent should be notified in writing, explaining how long the bar will be 
in place. Anyone wishing to complain about being barred can do so, by 
letter or email, to the Headteacher or Chair of Governors. However, 
complaints about barring cannot be escalated to the Department for 
Education. Once the school’s own complaints procedure has been 

Stage 4 
Formal complaint to the Local Authority 

The role of the LA is limited to ensuring that the school has followed 
its own procedures; it is not the LA’s role to re-investigate and direct 
the Governors or Headteacher to take a particular course of action. 
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completed, the only remaining avenue of appeal is through the Courts; 
independent legal advice must therefore be sought 
Mount Tamar School is committed to dealing with all complaints fairly    

and impartially, and to providing a high quality service to those who 
complain. We will not normally limit the contact complainants have with 
the school. However, we do not expect our staff to tolerate 
unacceptable behaviour and will take action to protect staff from that 
behaviour, including that which is abusive, offensive or threatening.  
Mount Tamar School defines unreasonable complainants as ‘those 
who, because of the frequency or nature of their contacts with the 
school, hinder our consideration of their or other people’s complaints’. 
A complaint may be regarded as unreasonable when the person 
making the complaint:- 
• refuses to articulate their complaint or specify the grounds of a 
complaint or the outcomes sought by raising the complaint, despite 
offers of assistance;   
• refuses to accept that certain issues are not within the scope of a 
complaints procedure while still wishing their complaint to be resolved; 
• insists on the complaint being dealt with in ways which are 
incompatible with the adopted complaints procedure or with good 
practice;  
• introduces trivial or irrelevant information which the complainant 
expects to be taken into account and commented on, or raises large 
numbers of detailed but unimportant questions, and insists they are 
fully answered, often immediately and to their own timescales;  
• makes unjustified complaints about staff who are trying to deal with 
the issues, and seeks to have them replaced;  
• repeatedly makes the same complaint (despite previous 
investigations or responses concluding that the complaint is groundless 
or has been addressed);  
• changes the basis of the complaint as the investigation proceeds.          
• refuses to accept the findings of the investigation into that complaint 
where the school’s complaint procedure has been fully and properly 
implemented and completed including referral to the Department for 
Education; 
• seeks an unrealistic outcome; 
•  makes excessive demands on school time by frequent, lengthy, 
complicated and stressful contact with staff regarding the complaint in 
person, in writing, or by email  and telephone while the complaint is 
being dealt with. 

 A complaint may also be considered unreasonable if the person making the 
complaint does so either face-to-face, by telephone or in writing or 
electronically: - maliciously; aggressively; using threats, intimidation or 
violence; using abusive, offensive or discriminatory language; knowing it to be 
false; using falsified information; publishing unacceptable information in a 
variety of media such as in social media websites and newspapers. 
Complainants should limit the numbers of communications with a school while 
a complaint is being progressed. It is not helpful if repeated correspondence is 
sent (either by letter, phone, email or text) as it could delay the outcome being 
reached. Whenever possible, the Headteacher or Chair of Governors will 
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discuss any concerns with the complainant informally before applying an 
‘unreasonable’ marking. If the behaviour continues the Headteacher will write 
to the complainant explaining that their behaviour is unreasonable and asking 
them to change it. For complainants who excessively contact causing a 
significant level of disruption, we may specify methods of communication and 
limit the number of contacts in a communication plan. This will usually be 
reviewed after 6 months. In response to any serious incident of aggression or 
violence, the concerns and actions taken will be put in writing immediately and 
the police informed. This may include banning an individual from the school. 
 Anyone wishing to complain about being barred can do so, by letter, email, or 
verbally to the Headteacher or Chair of Governors. The School is prepared to 
make reasonable adjustments to allow complaints in other ways. Complaints 
about barring cannot be escalated to the Department for Education. Once the 
school’s own complaints procedure has been completed, the only remaining  
course of appeal is through the Courts; independent legal advice must 
therefore be sought. 
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