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WYVERN COLLEGE 
POLICY NUMBER 30 

COMPLAINTS 
 
 
PURPOSE & RATIONALE 
 
This policy covers the processes for dealing with general complaints from parents, students, staff 
and members of the community, and outlines the governors’ remit in terms of complaints.  It 
should not be used for special needs, exclusions, employment, admissions, financial impropriety 
or child protection issues, as complaints in relation to these issues are covered in the relevant 
separate policies.  
 
The policy is designed to ensure that Wyvern College has a clear process for dealing with 
complaints, and that this process supports students, parents, staff, members of the community 
and governors in dealing with any complaint fairly, sensitively and effectively. 
 
PRINCIPLES AND CONTENTS 
 
Through the effective implementation of the Complaints Policy Wyvern College aims to: 

• resolve concerns through informal discussions at the earliest opportunity; 

• act quickly using well-defined timescales and named contacts; 

• respond in an open, fair and consistent manner; 

• focus on resolution and service review rather than blame; 

• be accessible to people with disabilities, special needs or language barriers or any other 
problems; 

• promote confidentiality and discretion; 

• include fair and transparent investigative processes for staff as well as complainants; 

• signpost complainants to other sources of advice e.g. ACE (Advisory Centre for 
Education) or the Local Authority for issues relating to special educational needs 
assessments; admissions; exclusions; or home to school transport – contact details 
provided at the end of this policy; and    

• be forthright in dealing with vexatious, abusive, malicious and anonymous complainants. 
 
A flowchart is attached giving an outline of the process.  
 
RESPONSIBILITIES 
 
All members of staff are responsible for:  
 

• trying to resolve any concerns through initial contact and informal discussions; 

• informing their line manager/curriculum leader/or pastoral leader about any significant 
unresolved complaints and concerns; and 

• dealing with complaints at Stages 1 and 2. 

• dealing with complaints which have been delegated to them by the Head Teacher under 
Stage 3 of this policy. 
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Members of the College’s Senior Leadership Team are responsible for: 
 
The headteacher is responsible for:  

 

• ensuring that the Complaints Policy is followed; 

• updating staff about this policy on a regular basis;  

• receiving complaints that have already been discussed with pastoral and/or curriculum 
leaders through Stage 2 of the policy; 

• meeting with complainants at Stage 3 or delegating this to another member of the Senior 
Leadership Team and taking action to deal with issues as informally as possible; 

• establishing a system for recording complaints and the action taken; and 

• referring unresolved complaints to the governors.    
 
The governors are responsible for: 
 

• reviewing the policy every three years or at any time when the policy is deemed to have been 
ineffective; 

• monitoring the implementation of the policy by receiving information about actual and 
potential issues as well as copies of all correspondence relating to complaints; 

• becoming involved at Stage 4 when previous actions have not satisfactorily resolved a 
complaint; 

• reviewing the decisions and action of the headteacher to determine if the decisions were 
reasonable in the light of the information available at the time; and 

• deciding whether the matter should be forwarded to the governors’ complaints panel (see 
Stage 5).  

 
 Individual governors are responsible for: 
 

• referring any complainant to the college’s policy and advising them to follow the procedures 
that have been agreed.  

• meeting the complainant if the headteacher offers the optional conciliation at stage 3. 
 

Complainants will be: 
 

• expected to behave in a reasonable and non-threatening manner;  

• given information about the college’s staged process for dealing with complaints; 

• kept informed about what is happening in respect of their complaint; and  

• given information about any actions arising from their complaint. 
 

 
DOCUMENTATION 
DfE – Education Act 2002 Section 29 
Hampshire County Council Children’s Services Guidance in Relation to Complaints September 
2012 at http://www3.hants.gov.uk/childrens-services/contact-cs/cs-complaints.htm 

 
 
 
 
 

http://www3.hants.gov.uk/childrens-services/contact-cs/cs-complaints.htm
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PROCESS FOR DEALING WITH COMPLAINTS   
 
A. INFORMAL STAGES 

 
Stage 1  
 
Any concerns should initially be raised by contacting the appropriate member of staff through the 
college reception or via the curriculum/pastoral email addresses provided in the logbook and on 
the website. The initial contact might be with:  
 

• the form tutor if the issue is of a general nature;  

• the subject teacher if the issue is subject related and concerns an individual student;   

• the Curriculum Leader if the issue is subject related and of a general nature; or  

• another member of the Wyvern staff team if the complaint does not relate to an 
educational or pastoral issue.  

 
If a member of staff has a concern they should discuss this informally with their line manager.   

 
If the complainant is not confident that the issue has been resolved satisfactorily within  5 working 
days they should formally refer the issue to the Pastoral Leader, Curriculum Leader or relevant 
Support Services Manager at Stage 2.      
 
Stage 2  
 
If the matter has not been resolved satisfactorily reference to the initial point of contact, contact 
should be made with either the Pastoral Leader, the Curriculum Leader, or relevant Support 
Services Manager, depending on the nature of the concern. This  A list of key staff contacts is 
provided in Appendix 1. If after a further 5 working days, the complainant is not confident that the 
issue has been resolved satisfactorily the written complaint should be referred to the head 
teacher as outlined in Stage 3.   

 
 
B. FORMAL STAGES 

 
Stage 3  
 
If the complainant is still concerned s(he) should make a written complaint to the Head Teacher 
using the proforma provided and including any additional paperwork where appropriate. 
 
All Deputy and Assistant Headteachers at Wyvern College take responsibility for line managing 
several curriculum departments and a year group.  The Headteacher may delegate the 
investigation of any complaint to the relevant Senior Line Manager who will then respond 
accordingly to the complainant.   
 
The headteacher or designated senior member of staff will confirm receipt of the complaint within 
three to five working days and outline a timescale for providing a full response within fifteen 
working days. The timescale will depend on the circumstances of the complaint and 
investigations required.  
 
The headteacher or designated senior member of staff will usually arrange a meeting with the 
complainant so that all details may be covered.  A written response will also be provided 
confirming the actions agreed.  
 
Stage 3 Optional addition for the Headteacher if (s)he considers the complainant may benefit 
from an informal meeting with a third party (Governor).   
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The complainant does not have the right to meet any governor at this stage, however the 
headteacher may suggest that the complainant requests the Chair of Governors to arrange a one 
to one confidential meeting between the complainant and a governor, who would be given prior 
information on the issue.  This informal meeting would be offered as an optional conciliation 
service and in the spirit of reconciliation only and would not compromise a decision by the 
complainant to take the matter further.  It should therefore be offered as an opportunity to 
consider how the situation might be resolved without recourse to more formal proceedings.  The 
governor’s powers should be made clear to complainants at this point.  The governor will not offer 
to represent the complainant, nor be able to make any decision regarding the issue.   
 
At this meeting some type of reconciliation or conclusion may be agreed and then the matter 
would be closed.  Alternatively, the complainant may choose to continue with the formal 
proceedings and therefore be advised to proceed to Stage 4. 
 
Stage 4 

 
If the complainant is still concerned they should write to the Chair of Governors outlining the 
reasons for pursuing the matter beyond the headteacher’s/senior leader’s response and 
enclosing the proforma and any additional paperwork where appropriate. The same timescales 
will apply as at Stage 3.  
 
The Chair of Governors or delegated governor (other than the governor involved in Stage 3 
option) will acquaint themselves with the situation.    
 
At this stage consideration of any further action will depend on whether the complaint is about a 
matter that is: 
   

• within the headteacher’s terms and conditions of employment and relates to the internal 
organisation, management and control of the college; 

• delegated to the headteacher by the governing body; or 

• falls within the governing body’s remit only. 
 
For matters that are the headteacher’s responsibility, the governors are only able to look at 
whether the headteacher’s decision or action was reasonable in the light of the information 
available at the time.  
 
For delegated responsibilities and matters within the remit of the governing body, governors may 
look at the whole issue afresh. This would be unusual as the governors’ role is strategic and 
matters of day to day leadership and management have been delegated to the headteacher.   
 
If the matter relates to the headteacher’s conduct, governors will need to decide whether the 
matter should be dealt with through the complaints procedure or staff disciplinary procedure. If 
the matter is thought to relate to a staff disciplinary issue, the Chair or Vice Chair of Governors 
should be involved immediately and advice will normally be sought from Education Personnel 
Services. 
 
A written response will be provided confirming the actions taken.    
 
Stage 5 
 
If a complainant is unhappy with the outcome at Stage 4, the Chair of Governors may offer the 
right to appeal to the governing body’s complaints panel. The panel will comprise of at least 3 
people,  and include only  Governors who have not been directly involved, or have any prior 
knowledge of the nature of the complaint, and one of whom must be independent of the 
management and running of the school. Parents must be allowed to attend the panel and be 
accompanied if they wish. 
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A letter of appeal should be put in writing to the Clerk of the Governing Body. The complainant 
should explain why they disagree with the outcome of the complaint at Stage 4 and include all 
relevant documentation.  Governors will consider the complaint and if appropriate the Clerk will 
arrange a panel and facilitate a meeting. 
 
The panel will need to consider the facts as they were known to the headteacher at the time and 
then consider whether the headteacher: 
 

• failed to take account of a relevant consideration; and/or 

• took into account an irrelevant consideration; and/or 

• made an incorrect decision in the light of the evidence available at the time. 
 
If new evidence does come to light, the panel should refer it back to the headteacher, who may 
consider amending the original decision in the light of that new information. 
 
In determining whether the headteacher’s initial decision was appropriate, the panel will need to 
determine whether the decision was a) one that was within the remit of the headteacher to make 
b) that it was within a reasonable range of responses in the light of the evidence available at the 
time.  
 
A written response will be provided to both the complainant and, where relevant , the person who 
is the subject of the complaint confirming the  findings and recommendations of the panel.  These 
findings will be available for inspection on the school premises by the proprietor and the head 
teacher.  
 

A written record will be kept of all formal complaints Stages 3-5 , along with details of whether 
they were resolved following a formal procedure, or progression to a panel hearing;  

The academy will record the action it takes as a result of complaints (regardless of whether they 
are upheld);  

Correspondence, statements and records relating to individual complaints are to be kept 
confidential except where the Secretary of State or a body conducting an inspection under 
section 109 of the 2008 Act requests access to them.  

 
For general complaints, this is the final stage of the college’s complaints procedure.  If a 
complainant has exhausted the college’s complaints process and feels that the school has acted 
unreasonably or not followed the correct procedures, they may write to Ofsted or to the Secretary 
of State for Education.  For more information about this process, please visit the following 
website: https://www.gov.uk/complain-about-school. 
 
Staff Concerns 
Where staff have concerns about parent interviews, written correspondence or other issues, they 
should seek advice from the Senior Leadership Team.  There is a register for violent or physical 
incidents.  
 
Student Concerns 
Where a student has a concern, they should, in the first instance, see their tutor.  If the concern is 
not resolved, it should thereafter be referred to their Pastoral Leader who may refer this onto the 
Senior Leadership Team.  If the student does not feel comfortable with this arrangement, they 
may seek the support of any adult on site.   
 
QUALITY CONTROL ARRANGEMENTS 

 
All complaints will be dealt with in a sensitive, non-defensive and sympathetic manner.  
Complainants should be assured of confidentiality and parents or guardians should be assured 
that their child or children will not be adversely affected. 

https://www.gov.uk/complain-about-school
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When a complainant approaches a member of staff about a concern that has not been resolved 
at the informal stage, the member of staff will: 
 

• listen sympathetically without comment;  

• explain the procedure; 

• offer help if required; and  

• keep a chronological record of events. 
 
COMPLAINTS RECEIVED BY A GOVERNOR  

 
If any governor receives a verbal or written complaint they should refer the complainant to the 
college’s policy and advise them to follow the procedures that have been agreed. 
 
 
WRITTEN RECORD OF COMPLAINTS  
 
The Headteacher will report to governors any complaints at Stage 4 or Stage 5 in the process as 
outlined above, i.e. complaints to the Governors and Governors’ Complaints Panel. The Clerk to 
the Governors will keep a record of written complaints at Stages 4 and 5.    
 
ANONYMOUS COMPLAINTS 

 
Wyvern College will not deal with anonymous complaints unless the issues and fear of 
identification are genuine or there is an issue of child protection.  The Headteacher will make a 
judgment on the nature of any anonymous complaints and whether they should be pursued.   
Anyone reporting a complaint should be encouraged to leave a contact number or address, as 
the Headteacher or Senior Line Manager investigating the complaint may find it helpful to contact 
them for further information.  
 
ABUSIVE COMPLAINTS 
 
Verbal aggression can be as intimidating as physical aggression.  All parties have a right to be 
treated courteously and with respect.  If a member of staff feels threatened, they should report 
their concerns to the headteacher who will consider: 

• arranging a meeting with the party concerned to resolve the difficulty 

• writing to the aggressor requesting that the behaviour cease 

• seeking the advice of the college’s Legal Services provider 

• setting restrictions for further contact with staff 

• reporting the incident to the police.  
 
If a telephone caller becomes aggressive or offensive then it should be explained that the call will 
be ended if the behaviour persists. Should this occur then this action and any further incidents 
should be recorded.  

 
Repeated abusive or aggressive contacts can be considered as harassment and the headteacher 
will consider taking action such as reporting this to the police.  

 
PROBLEMATIC COMPLAINTS  

  
Complaints can become problematic when they are: 

• repeatedly and obsessively pursued  

• unreasonable and seeking unrealistic outcomes 

• reasonable but pursued in an unreasonable way. 

 
In this case the headteacher and/or governors may need to decide whether: 
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• all future contacts should be directed to, and dealt with, by a named individual  

• contact should be restricted, for example, by letter only  

 
If a conclusion has been reached about a complaint but the complainant still wishes to pursue it, 
then the following actions will be considered:  

• reiterating that the matter is concluded and that there will be no further discussion or 
correspondence  

• stating that if correspondence continues it will be filed but will receive no 
acknowledgment.  

 
OTHER SOURCES OF INFORMATION  
 
The Hampshire County Council Children’s Services website provides information and advice in 
relation to complaints at http://www3.hants.gov.uk/childrens-services/contact-cs/cs-
complaints.htm 
 
 
The Advisory Centre for Education (ACE) has information and advice on their website at 
www.ace-ed.org.uk or they can be contacted for independent advice on a wide range of 
education issues on 0300 0115 142 (normal opening hours: Monday to Wednesday 10am to 
1pm) 
 
 

Revised & Adopted by Governing Body:  11th January 2020  

 

Next Review Date:     Spring 2021 

 

Ratified by the Full Governing Body 11th January 2020 by email  

http://www3.hants.gov.uk/childrens-services/contact-cs/cs-complaints.htm
http://www3.hants.gov.uk/childrens-services/contact-cs/cs-complaints.htm


         

8 
 

Appendix 1 (to be updated annually)  
 
Wyvern College Complaints Policy   
Key Staff Contacts  these may  change  before the policy is  next revised and if in doubt 
complaints should contact the college (02380 692679)  
 
Wyvern College will always listen to suggestions and will value informal contact and discussions.   
Any concerns should initially be raised by contacting the appropriate member of staff through the 
college reception or via the curriculum/pastoral email addresses provided in the logbook and on 
the website.  
 
Form Tutor    General issue 
Subject Teacher   Subject issue to do with individual student 
Curriculum Leaders   Subject issue of a general nature 

Mrs L Ashdown  Modern Languages  
Mrs K Burrows   Art  
Mrs R Williams   English 
Mrs E Segal    Drama  
Mr T Langdon   History   
Mrs E Goss   Geography 
Ms E Sinnett    Technology  Mr S Cleeves (acting)   
Miss E Stangroom  RE 
Mrs C Macdonald  Learning Support  
Mr S McCracken   PE 
Mr B Postlethwaite  Music 
Mr C Sivyer    Science  
Mrs C Walker   ICT 
Mr W Emeny   Maths  
 

Pastoral Leaders A pastoral issue or number of different issues related to an 
individual student 

Mr C Street   Year 7 
Mr C Gamble    Year 8  

 Mrs Z Weaver   Year 9    
 Miss S Lines               Year 10 

Mrs D Howard   Year 11 
 

 
Deputy Headteacher (Achievement Leader) Students’ academic performance and progress 

Mr S Stocks 
 
Safeguarding    Child protection issues 

Mrs J Firth 
Ms L Jefferies   
Mrs S Foster 
Mrs C Macdonald 
Mr M Westlake 

Buses      
 Mr P Metcalfe   Issues relating to buses   
 
Curriculum Issues     

Mr S Hall    Timetable or curriculum issues 
 
Careers      

Mrs K Bruce   Careers issues  
Examinations     

Mrs S Hogan    Examinations Key Stage 4 Check  please  
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Options  
 Mr S Stocks   Issues relating to Year 8 options  
 
PSHE Education      

Mrs K Wiseman  PSHE including sex education 
 
Support Services    
 Mr M Westlake  Finance related issues  

Mrs S Bowler   Issues relating to administration  
 
Headteacher      

Mr A Newton   Matters of College policy  
 
 
As all teaching staff within the College have teaching commitments, parents or other visitors 
cannot be seen without an appointment.   
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Appendix 2  

 
Complaint Form 

 
Thank you for informing Wyvern College that you have a concern.  If you have not 
already done so would you, please fill out this form and bring it with you to the 
meeting arranged on: …………………………………………………………………. 
 

 
Name of Complainant: …………………………………………………………. 
 

 
Student’s name: …………………………………………………………………. 
 

Address: 
 
 
 
 
 
Postcode: ………………………………………………………… 
 
Telephone (day): ………………………………………………... 
 
Telephone (evening):  …………………………………………… 
 

 
What is your concern? 
 
 
 
 
 
 
 
 
 
 
 

Which member of staff did you discuss this matter with before filling out the form? 
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What would you like to happen as a result of making this complaint? 
 
 
 
 
 
 
 
 
 
 

Signature     Date 
 
 

When we receive a complaint, we aim to acknowledge its receipt within three 
working days and outline the timescale for a full response between seven and twenty 
days.  A summary of the meeting will be agreed and attached to the complaints form. 
 

Official use only 
 
Initial response and acknowledgement: 
 
 
By whom:       Date: 
 

Complaints reference number: 
 
 
Meeting arranged:  Date: 
 

Summary of meeting 
 
 
 
 
 
 
Further action to be taken 
 
 
 
 
 
 

 
 


