
I have a complaint

Has your concern been brought to the attention of the class teacher and headteacher first? If not, please allow us the opportunity to hear 
and deal with your concerns. If we have and the issue is unresolved…

STAGE 1

Raise a formal complaint by emailing the school office and requesting a complaints form to complete. Send it to the Headteacher *. 

The Headteacher will acknowledge receipt of the complaint in writing within 5 working days.

Informal discussion meeting will be held between complainant and Headteacher seeking to clarify and resolve the issue. Within 10 school 
days, you will receive a phone call and/or email telling you what we found out and what we have done.

Is the issue 
resolved?

Process complete.

No

Yes

Within 5 days of communication from the 
Headteacher, contact the clerk to governors. Your 
complaint will be acknowledged within 5 school days. 

Notes:
*if your complaint is about the Headteacher or 
Chair of Governors or any member of the 
governing board, please contact the clerk to 
governors.

I have a query, 
worry or concern

Please speak to your child’s class teacher either after-school or by telephoning the school office. This will instigate an open channel of 
communication to work with you through your concerns.  

I have raised 
queries, but the 
issue is not resolved

Please speak to Mrs. Lambert, the  Headteacher via the school office, in person, or via email. Outline what your concerns are and why you 
feel that they have not been resolved. Mrs. Lambert will decide on the best course of action and keep you informed. All conversations will 
be followed up by an email.

Concerns and Complaints – A guide for parents.  

STAGE 2

A meeting will be arranged with a group of independent governors called the complaints 
committee. You will be asked to attend the meeting or to submit, in writing, the details of 
your complaint and what has happened so far. At the meeting, each side of the case will 
be presented in a fair and equal way. You may bring someone with you.

The complaints committee will decide to uphold or dismiss the complaint either in full or in 
part. You will receive an email detailing the decision within 10 school days.

No (at end of Stage 2)

You will be made 
aware of how to 
escalate your 
complaint to the 
Department for 
Education.



Concerns and complaints – A guide for parents

We have recently reviewed and updated our concerns and complaints policy. Here is a simple guide for parents.

Whilst we love to think that our school is fantastic and full of happy children, staff and parents, we also appreciate that sometimes 
things go wrong and parents get worried, upset and confused. This guide is written to help you to know what to do in those 
situations and to reassure you that our doors are always open to work with you to resolve any concerns that you have. We also
know that, on the rare occasion when you may wish to make a formal complaint, it is important that you know what to do and what 
will happen. In all situations, we ask that you allow us the opportunity to investigate your queries and worries fully by raising your 
concerns with your child’s class teacher or the Headteacher in the first instance.

As always, please do not hesitate to contact us if you have any questions.

Important contact details: (Insert emails and telephone numbers)
Office: theoffice@stathern.leics.sch.uk or 01949 860316                   
Mrs Karen Lambert, Headteacher: headteacher@stathern.leics.sch.uk
Mrs Clare Allen, Chair of Governors: callen@stathern.leics.sch.uk
Mrs Karen Allen, Clerk to the governing board: kallen@stathern.leics.sch.uk

You will find a full and comprehensive copy of our Concerns and Complaints Policy on the school website.
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