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Who can mak e a  compla int ? 

This complaint s procedure is not  limit ed t o parents or carers of children t hat  are registered at  t he 

school. Any person, including members of t he public, may make a complaint  t o Oldbrook First  School 

and Nursery about  any provision of facilit ies or services t hat  we provide. Unless complaint s are dealt  

wit h under separate stat ut ory procedures (such as appeals relat ing t o exclusions or admissions), we 

will use t his complaint s procedure.  

The d if f erence bet ween a  concern and a  compla int  

A concern may be def ined as ‘an expression of worry or doubt  over an issue considered t o be import ant  

.  

A complaint  may be def ined as ‘an expression of dissat isfact ion however made, about  act ions t aken 

or a lack of act ion  

oncerns and complaint s are resolved at  t he earliest  possible st age. 

Many issues can be resolved informally, wit hout  t he need t o use t he formal st ages of t he complaint s 

procedure. Oldbrook First  School and Nursery t akes concerns seriously and will make every effort  t o 

resolve t he mat ter as quickly as possible.  

If  you have dif f icult y discussing a concern wit h a part icular member of st aff , we will respect  your views. 

In t hese cases, t he Headt eacher will refer you t o anot her st aff  member. Similarly, if  t he member of 

st aff  direct ly involved feels unable t o deal wit h a concern, t he Headt eacher will refer you t o anot her 

st aff  member. The member of st aff  may be more senior but  does not  have t o be. The abilit y t o consider 

t he concern object ively and impart ially is more import ant .  

We underst and however, t hat  t here are occasions when people would like t o raise t heir concerns 

formally. In t his case, Oldbrook First  School and Nursery will at t empt  t o resolve t he issue internally, 

t hrough t he st ages out lined wit hin t his c  procedure.   

How t o ra ise a concern or  mak e a  compla int  

A concern or complaint  can be made in person, in writ ing or by t elephone. They may also be made by 

a t hird part y act ing on behalf  on a complainant , as long as t hey have appropriate consent  t o do so.  

Concerns should be raised wit h eit her t he class t eacher or headteacher. If  t he issue remains unresolved, 

t he next  step is t o make a formal complaint .   
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Complainants should not  approach individual governors t o raise concerns or complaint s. They have no 

power t o act  on an individual basis and it  may also prevent  t hem from considering complaint s at  St age 

2 of t he procedure.  

Complaint s against  school st aff  (except  t he headt eacher) should be made in t he f irst  instance, t o Mr 

Hopkins (t he headteacher) via t he school off ice. Please mark t hem as Privat e and Confident ial. 

Complaint s t hat  involve or are about  t he headt eacher should be addressed t o Mrs Haines (t he Chair 

of Governors), via t he school off ice. Please mark t hem as Privat e and Confident ial. 

Complaint s about  t he Chair of Governors, any individual governor or t he whole governing body should 

be addressed t o Mrs McBride (t he Clerk t o t he Governing Body) via t he school off ice. Please mark t hem 

as Private and Confident ial. 

For ease of use, a t emplate complaint  form is included at  t he end of t his procedure. If  you require help 

in complet ing t he form, please cont act  t he school off ice. You can also ask t hird part y organisat ions like 

t he Cit izens Advice t o help you. 

In accordance wit h equalit y law, we will consider making reasonable adjust ment s if  required, t o enable 

complainants t o access and complet e t his complaint s procedure. For inst ance, providing informat ion 

in alt ernat ive formats, assist ing complainants in raising a formal complaint  or holding meet ings in 

accessible locat ions. 

Anonymous compla int s 

We will not  normally invest igate anonymous complaint s. However, t he headteacher or Chair of 

Governors, if  appropriat e, will determine whether t he complaint  warrant s an invest igat ion. 

Time sca les 

You must  raise t he complaint  wit hin t hree mont hs of t he incident  or, where a series of associated 

incident s have occurred, wit hin t hree mont hs of t he last  of t hese incident s. We will consider complaint s 

made out side of t his t ime frame if  except ional circumst ances apply. 

Compla int s receiv ed out side of  t erm t ime 

We will consider complaint s made out side of t erm t ime t o have been received on t he f irst  school day 

aft er t he holiday period. 

Scope of  t his Compla int s Procedure 

This procedure covers all complaint s about  any provision of communit y facilit ies or services by 

Oldbrook First  School and Nursery, ot her t han complaint s t hat  are dealt  wit h under ot her st at ut ory 

procedures, including t hose list ed below. 
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Except ions Who t o cont act  

• Admissions t o schools 

• St at ut ory assessments of 

Special Educat ional Needs  

• School re-organisat ion 

proposals 

Concerns about  admissions, st at ut ory assessment s of 

Special Educat ional Needs, or school re-organisat ion 

proposals should be raised wit h Milt on Keynes Council  

 

• Mat t ers likely t o require a Child 

Prot ect ion Invest igat ion 

Complaint s about  child prot ect ion mat t ers are handled 

under our child prot ect ion and safeguarding policy and in 

accordance wit h relevant  st at ut ory guidance. 

If  you have serious concerns, you may wish t o cont act  t he 

local aut horit y designat ed off icer (LADO) who has local 

responsibilit y for safeguarding 0 190 8 25430 7 or t he Mult i-

Agency Safeguarding Hub (MASH).   0 190 8 253169 

• Exclusion of children from 

school* 

 

 

Furt her informat ion about  raising concerns about  exclusion 

can be found at : www.gov.uk/ school-discipline-

exclusions/ exclusions.  

*complaint s about  t he applicat ion of t he behaviour policy 

 

Please see www.oldbrookschool.co.uk for a copy of t he  

behaviour policy. 

• Whist leblowing We have an int ernal whist leblowing procedure for all our 

employees, including t emporary st aff  and cont ract ors. 

The Secret ary of St at e for Educat ion is t he prescribed 

person for mat t ers relat ing t o educat ion for whist leblowers 

in educat ion who do not  want  t o raise mat t ers direct  wit h 

t heir employer. Referrals can be made at : 

www.educat ion.gov.uk/ cont act us. 

Volunteer staff  who have concerns about  our school should 

may also be able t o complain direct  t o t he LA or t he 

Depart ment  for Educat ion (see link above), depending on 

t he subst ance of your complaint . 

• St aff  grievances 

int ernal grievance procedures.  

• St aff  conduct  Complaint s about  st aff will 

int ernal disciplinary procedures, if  appropriate. 

Complainants will not  be informed of any disciplinary act ion 

t aken against  a st aff  member as a result  of a complaint . 

However, t he complainant  will be not if ied t hat  t he mat ter 

http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.oldbrookschool.co.uk/
http://www.education.gov.uk/contactus
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is being addressed. 

• Complaint s about  services 

provided by ot her providers who 

may use school premises or 

facilit ies  

Providers should have t heir own complaint s procedure t o 

deal wit h complaint s about  service. Please cont act  t hem 

direct . 

• Nat ional Curriculum -  cont ent  Please cont act  t he Depart ment  for Educat ion at :  

www.educat ion.gov.uk/ cont act us  

 

If  ot her bodies are invest igat ing aspect s of t he complaint , for example t he police, local aut horit y (LA) 

safeguarding t eams or Tribunals, t his may impact  on our abilit y t o adhere t o t he t imescales wit hin t his 

procedure or result  in t he procedure being suspended unt il t hose public bodies have complet ed t heir 

invest igat ions.  

If  a complainant  commences legal act ion against  Oldbrook First  School and Nursery in relat ion t o t heir 

complaint , we will consider whet her t o suspend t he complaint s procedure in relat ion t o t heir complaint  

unt il t hose legal proceedings have concluded.  

response t o a subject  access request  (SAR) or Freedom of Informat ion (FoI) request , will receive a reply 

at  st age one of t his procedure only. If  a complainant  remains dissat isf ied wit h t he out come t o t heir 

(ICO) if  t hey will consider whet her t he school has complied wit h t he 

relevant  legislat ion. This includes t he Freedom of Informat ion Act  20 0 0 , t he Dat a Protect ion Act  20 18 

: 

www.ico.org.uk  

Resolv ing compla int s 

At  each st age in t he procedure, Oldbrook First  School and Nursery want s t o resolve t he complaint . If 

appropriat e, we will acknowledge t hat  t he complaint  is upheld in whole or in part . In addit ion, we may 

offer one or more of t he following :  

• an explanat ion 

• an admission t hat  t he sit uat ion could have been handled dif ferent ly or bet t er  

• an assurance t hat  we will t ry t o ensure t he event  complained of will not  recur 

• an explanat ion of t he st eps t hat  have been or will be t aken t o help ensure t hat  it  will not  happen 

again and an indicat ion of t he t imescales wit hin which any changes will be made 

• an undert aking t o review school policies in light  of t he complaint  

• an apology. 

http://www.education.gov.uk/contactus
http://www.ico.org.uk/
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Wit hdrawal of  a  Compla int  

If  a complainant  wants t o wit hdraw t heir complaint , we will ask t hem t o conf irm t his in writ ing. 

St age 1 

Formal complaint s must  be made t o t he headt eacher (unless t hey are about  t he headt eacher), via t he 

school off ice. This may be done in person, in writ ing (preferably on t he Complaint  Form), or by 

t elephone.  

The headt eacher will record t he dat e t he complaint  is received and will acknowledge receipt  of t he 

complaint  in writ ing (eit her by let t er or email) wit hin five school days.  

Wit hin t his response, t he headt eacher will seek t o clarify t he nat ure of t he complaint , ask what  remains 

unresolved and what  out come t he complainant  would like t o see. The headteacher can consider 

whet her a face t o face meet ing is t he most  appropriat e way of doing t his.   

Not e: 

leadership t eam but  not  t he decision t o be t aken. 

 

During t he invest igat ion, t he headteacher (or invest igat or) will: 

• if  necessary, interview t hose involved in t he mat ter and/ or t hose complained of, allowing t hem 

t o be accompanied if  t hey wish 

• keep a writ t en record of any meet ings/ int erviews in relat ion t o t heir invest igat ion. 

At  t he conclusion of t heir invest igat ion, t he headteacher will provide a formal writ t en response wit hin 

10  school days of t he dat e of receipt  of t he complaint .  

If  t he headt eacher is unable t o meet  t his deadline, t hey will provide t he complainant  wit h an update 

and revised response dat e. 

The response will det ail any act ions t aken t o invest igat e t he complaint  and provide a full explanat ion 

of t he decision made and t he reason(s) for it . Where appropriate, it  will include det ails of act ions 

Oldbrook First  School and Nursery will t ake t o resolve t he complaint .  

The headt eacher will advise t he complainant  of how t o escalat e t heir complaint  should t hey remain 

dissat isfied wit h t he out come of St age 1.  

If  t he complaint  is about  t he headteacher, or a member of t he governing body (including t he Chair or 

Vice-Chair), a suit ably skilled governor will be appointed t o complete all t he act ions at  St age 1.  

Complaint s about  t he headt eacher or member of t he governing body must  be made t o t he Clerk, via 

t he school off ice. 

If  t he complaint  is: 
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• joint ly about  t he Chair and Vice Chair or 

• t he ent ire governing body or 

• t he majorit y of t he governing body 

St age 1 will be considered by an independent  invest igat or appointed by t he governing body.  At  t he 

conclusion of t heir invest igat ion, t he independent  invest igat or will provide a formal writ t en response. 

St age 2  

If  t he complainant  is dissat isfied wit h t he out come at  St age 1 and wishes t o t ake t he mat ter furt her, 

t hey can escalat e t he complaint  t o St age 2 – a meet ing wit h members of t he governing body s 

complaint s commit t ee, which will be formed of t he f irst  t hree, impart ial, governors available. This is t he 

f inal st age of t he complaint s procedure. 

A request  t o escalat e t o St age 2 must  be made t o t he Clerk, via t he school off ice, wit hin 5 school days 

of receipt  of t he St age 1 response.  

The Clerk will record t he date t he complaint  is received and acknowledge receipt  of t he complaint  in 

writ ing (eit her by let t er or email) wit hin 5 school days. 

Requests received out side of t his t ime frame will only be considered if  except ional circumst ances 

apply. 

The Clerk will writ e t o t he complainant  t o inform t hem of t he dat e of t he meet ing. They will aim to 

convene a meet ing wit hin 15 school days of receipt  of t he St age 2 request . If  t his is not  possible, t he 

Clerk will provide an ant icipated date and keep t he complainant  informed.  

If  t he complainant  reject s t he offer of t hree proposed dates, wit hout  good reason, t he Clerk will decide 

submissions from bot h part ies. 

The complaint s commit t ee will consist  of at  least  t hree governors wit h no prior involvement  or 

knowledge of t he complaint . Prior t o t he meet ing, t hey will decide amongst  t hemselves who will act  as 

t he Chair of t he Complaint s Commit t ee. If  t here are fewer t han t hree governors from Oldbrook First  

School and Nursery available, t he Clerk will source any addit ional, independent  governors t hrough 

Alt ernat ively, an ent irely independent  commit t ee may be convened t o hear t he complaint  at  St age 2. 

The commit t ee will decide whet her t o deal wit h t he complaint  by invit ing part ies t o a meet ing or 

t hrough writ t en represent at ions, but  in making t heir decision t hey will b

needs.  

If  t he complainant  is invit ed t o at t end t he meet ing, t hey may bring someone along t o provide support . 

This can be a relat ive or friend. Generally, we do not  encourage eit her part y t o bring legal 

represent at ives t o t he commit t ee meet ing. However, t here may be occasions when legal 

represent at ion is appropriate.  
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For inst ance, if  a school employee is called as a wit ness in a complaint  meet ing, t hey may wish t o be 

supported by union and/ or legal represent at ion.  

Not e: Complaint s about  st aff  conduct  will not  generally be handled under t his complaint s procedure. 

Complainants will be advised t hat  any staff  conduct  complaint s will be considered under st aff  

disciplinary procedures, if  appropriate, but  out comes will not  be shared wit h t hem.  

Represent at ives from the media are not  permit t ed t o at t end. 

At  least  5 school days before t he meet ing, t he Clerk will: 

• confirm and not ify t he complainant  of t he dat e, t ime and venue of t he meet ing, ensuring t hat , if  

t he complainant  is invit ed, t he dat es are convenient  t o all part ies and t hat  t he venue and 

proceedings are accessible 

• request  copies of any furt her writ t en material t o be submit t ed t o t he commit t ee at  least  3 school 

days before t he meet ing. 

Any writ t en mat erial will be circulat ed t o all part ies at  least  3 school days before t he dat e of t he 

meet ing. The commit t ee will not  normally accept , as evidence, recordings of conversat ions t hat  were 

obt ained covert ly and wit hout  t he informed consent  of all part ies being recorded.  

The commit t ee will also not  review any new complaint s at  t his st age or consider evidence unrelat ed t o 

t he init ial complaint  t o be included. New complaint s must  be dealt  wit h from St age 1 of t he procedure. 

The meet ing will be held in private. Elect ronic recordings of meet ings or conversat ions are not  normally 

 

Prior knowledge and consent  of all part ies at t ending must  be sought  before meet ings or conversat ions 

t ake place. Consent  will be recorded in any minutes t aken. 

The commit t ee will consider t he complaint  and all t he evidence presented. The commit t ee can: 

• uphold t he complaint  in whole or in part  

• dismiss t he complaint  in whole or in part . 

If  t he complaint  is upheld in whole or in part , t he commit t ee will: 

• decide on t he appropriat e act ion t o be t aken t o resolve t he complaint  

• 

issues in t he fut ure. 

The Chair of t he Commit t ee will provide t he complainant  and Oldbrook First  School and Nursery wit h 

a full explanat ion of t heir decision and t he reason(s) for it , in writ ing, wit hin 10  school days.  

The let t er t o t he complainant  will include details of how t o cont act  t he Depart ment  for Educat ion if 

t hey are dissat isf ied wit h t he way t heir complaint  has been handled by Oldbrook First  School and 

Nursery 

If  t he complaint  is: 
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• joint ly about  t he Chair and Vice Chair or 

• t he ent ire governing body or 

• t he majorit y of t he governing body 

St age 2 will be heard by a commit t ee of independent  governors. 

The response will det ail any act ions t aken t o invest igat e t he complaint  and provide a full explanat ion 

of t he decision made and t he reason(s) for it . Where appropriate, it  will include det ails of act ions 

Oldbrook First  School and Nursery will t ake t o resolve t he complaint .   

The response will also advise t he complainant  of how t o escalate t heir complaint  should t hey remain 

dissat isfied. 

Nex t  St eps 

If  t he complainant  believes t he school did not  handle t heir complaint  in accordance wit h t he published 

complaint s procedure or t hey acted unlawfully or unreasonably in t he exercise of t heir dut ies under 

educat ion law, t hey can cont act  t he Department  for Educat ion aft er t hey have complet ed St age 2.   

The Depart ment  for Educat ion will not  normally reinvest igate t he subst ance of complaint s or overt urn 

any decisions made by Oldbrook First  School and Nursery. They will consider whet her Oldbrook First  

School and Nursery has adhered t o educat ion legislat ion and any st at ut ory policies connect ed wit h 

t he complaint .  

The complainant  can refer t heir complaint  t o t he Department  for Educat ion online at : 

www.educat ion.gov.uk/ cont act us, by t elephone on: 0 370  0 0 0  2288 or by writ ing t o: 

Depart ment  for Educat ion 

Piccadilly Gate 

St ore St reet  

Manchest er  

M1 2WD. 

http://www.education.gov.uk/contactus
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Compla int  Form 

Please complet e and ret urn t o t he Headteacher who will acknowledge receipt  and explain what  

act ion will be t aken. 

Your name: 

(if  relevant ): 

 

Your relat ionship t o t he pupil (if  relevant ): 

 

Address:  

Post code: 

Day t ime t elephone number: 

Evening t elephone number: 

Please g ive det a ils of  your complaint , includ ing whet her you have spoken t o anybody at  t he 

school about  it . 
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What  act ions do you feel might  resolve t he problem at  t his st age? 

 

Are you at t aching any paperwork? If  so, p lease g ive det a ils. 

 

Signat ure: 

 

Dat e: 

Of f icia l use 

Dat e acknowledgement  sent : 

 

By who:  

 

Complaint  referred t o: 

 

Dat e:  
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Roles and Responsib i l it ies 

Compla inant  

The complainant  will receive a more effect ive response t o t he complaint  if  t hey: 

• explain t he complaint  in full as early as possible 

• co-operat e wit h t he school in seeking a solut ion t o t he complaint  

• respond prompt ly t o request s for informat ion or meet ings or in agreeing t he det ails of t he 

complaint  

• ask for assist ance as needed 

• t reat  all t hose involved in t he complaint  wit h respect  

• refrain from publicising t he det ails of t heir complaint  on social media and respect  

conf ident ialit y. 

Inv est iga t or   

: 

• providing a comprehensive, open, t ransparent  and fair considerat ion of t he complaint  t hrough: 

o sensit ive and t horough interviewing of t he complainant  t o est ablish what  has happened and 

who has been involved 

o int erviewing st aff  and children/ young people and ot her people relevant  t o t he complaint  

o considerat ion of records and ot her relevant  informat ion 

o analysing informat ion 

• liaising wit h t he complainant  and t he complaint s co-ordinat or as appropriat e t o clarify what  

t he complainant  feels would put  t hings right . 

The invest igat or should : 

• conduct  interviews wit h an open mind and be prepared t o persist  in t he quest ioning 

• keep notes of interviews or arrange for an independent  not e t aker t o record minut es of t he 

meet ing 

• ensure t hat  any papers produced during t he invest igat ion are kept  securely pending any 

appeal 

• be mindful of t he t imescales t o respond 

• prepare a comprehensive report  for t he headt eacher or complaint s commit t ee t hat  set s out  t he 

fact s, ident if ies solut ions and recommends courses of act ion t o resolve problems. 

 

The headt eacher or complaint s commit t ee will t hen det ermine whether t o uphold or dismiss t he 

complaint  and communicate t hat  decision t o t he complainant , providing t he appropriate 

escalat ion det ails. 
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Compla int s Co- ord ina t or  (t his could be t he headt eacher /  designat ed complaint s 

governor or ot her st aff  member providing administ rat ive support )  

The complaint s co-ordinat or should : 

• ensure t hat  t he complainant  is fully updat ed at  each st age of t he procedure  

• liaise wit h st aff  members, headt eacher, Chair of Governors, Clerk and LAs (if  appropriat e) t o 

ensure t he smoot h running of t he complaint s procedure 

• be aware of issues regarding :  

o sharing t hird part y informat ion 

o addit ional support . This may be needed by complainants when making a complaint  including 

int erpret at ion support  or where t he complainant  is a child or young person 

• keep records. 

Clerk  t o t he Gov erning Body 

The Clerk is t he cont act  point  for t he complainant  and t he commit t ee and should : 

• ensure t hat  all people involved in t he complaint  procedure are aware of t heir legal right s and 

dut ies, including any under legislat ion relat ing t o school complaint s, educat ion law, t he Equalit y 

Act  20 10 , t he Freedom of Informat ion Act  20 0 0 , t he Dat a Prot ect ion Act  (DPA) 20 18 and t he 

General Dat a Protect ion Regulat ions (GDPR) 

• set  t he dat e, t ime and venue of t he meet ing, ensuring t hat  t he dat es are convenient  t o all 

part ies (if  t hey are invit ed t o at t end) and t hat  t he venue and proceedings are accessible 

• collat e any writ t en mat erial relevant  t o t he complaint  (for example; st age 1 paperwork, school 

and complainant  submissions) and send it  t o t he part ies in advance of t he meet ing wit hin an 

agreed t imescale 

• record t he proceedings 

• circulat e t he minutes of t he meet ing 

• not ify all part ies of   

Commit t ee Cha ir  

: 

 

• bot h part ies are asked (via t he Clerk) t o provide any addit ional informat ion relat ing t o t he 

complaint  by a specified dat e in advance of t he meet ing 

• t he meet ing is conducted in an informal manner, is not  adversarial, and t hat , if  all part ies are 

invit ed t o at t end, everyone is t reat ed wit h respect  and court esy 

• complainants who may not  be used t o speaking at  such a meet ing are put  at  ease. This is 

part icularly import ant  if  t he complainant  is a child/ young person 
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• t he remit  of t he commit t ee is explained t o t he complainant   

• writ t en material is seen by everyone in at t endance, provided it  does not  breach conf ident ialit y 

o  

If  a new issue arises it  would be useful t o give everyone t he opport unit y t o consider and 

comment  upon it ; t his may require a short  adjournment  of t he meet ing  

• bot h t he complainant  and t he school are given t he opport unit y t o make t heir case and seek 

clarit y, eit her t hrough writ t en submissions ahead of t he meet ing or verbally in t he meet ing it self  

• t he issues are addressed 

• key f indings of fact  are made 

• t he commit t ee is open-minded and act s independent ly 

• no member of t he commit t ee has an external interest  in t he out come of t he proceedings or any 

involvement  in an earlier st age of t he procedure 

• t he meet ing is minuted 

• t hey liaise wit h t he Clerk (and complaint s co-ordinat or, if  t he school has one). 

Commit t ee Member 

Commit t ee members should be aware t hat : 

• t he meet ing must  be independent  and impart ial, and should be seen t o be so 

No governor may sit  on t he commit t ee if  t hey have had a prior involvement  in t he complaint  or 

in t he circumst ances surrounding it .  

• t he aim of t he meet ing should be t o resolve t he complaint  and achieve reconciliat ion bet ween 

t he school and t he complainant   

We recognise t hat  t he complainant  might  not  be sat isfied wit h t he out come if  t he meet ing does 

not  f ind in t heir favour. It  may only be possible t o est ablish t he fact s and make 

recommendat ions. 

• many complainants will feel nervous and inhibit ed in a formal set t ing 

Parents/ carers oft en feel emot ional when discussing an issue t hat  affect s t heir child.  

• ext ra care needs t o be t aken when t he complainant  is a child/ young person and present  during 

all or part  of t he meet ing 

Careful considerat ion of t he at mosphere and proceedings should ensure t hat  t he child/ young 

person does not  feel int imidated.  

The commit t ee should respect  t he views of t he child/ young person and give t hem equal 

considerat ion t o t hose of adult s.  

If  t he child/ young person is t he complainant , t he commit t ee should ask in advance if  any 
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is t he complainant , t he commit t ee should give t he parent  t he opport unit y t o say which part s of 

t he meet ing, if  any, t he child/ young person needs t o at t end. 

However, t he parent  should be advised t hat  agreement  might  not  always be possible if  t he 

parent  wishes t he child/ young person t o at t end a part  of t he meet ing t hat  t he commit t ee 

 

• t he welfare of t he child/ young person is paramount. 


