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	 Complaints policy – checklist


Maintained schools and academies are required to have in place a procedure for dealing with complaints about the school. This checklist is designed to help school leaders and governors to write and review their complaints procedure.

I is based on the advice documents Best practice advice for school complaints procedures 2016 (for maintained schools) and Creating an academy complaints procedure. Please note that it is not intended as an exhaustive list. Statutory requirements are indicated by an asterisk.

	What to include
	Tips
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	*Academies: complaints procedures must include at least three stages: an informal stage, a formal stage and a governor panel hearing. There must be clear timescales.
	The policy could include more than three stages. The informal stage normally involves a meeting with the complainant and the formal stage involves the complaint being put in writing.
	

	*Academies: governor panels must include an independent person
	The policy could also describe how the academy will select independent members.
	

	Policy introduction
	What is the purpose of the procedure? What legislation does it comply with? How does it help the school meet its aims and values? You may also want to include where the procedure does not apply – for example, child protection allegations.
	

	Detail of the stages of the complaints procedure
	The Department for Education (DfE) says that complaints should be dealt with informally where possible. In maintained schools, there could be more or fewer than three stages, depending on the school’s circumstances. The policy should set out procedures and timescales and the roles of key persons.
	

	Who to inform if the complaint concerns the headteacher, or a governor
	Normally, the chair of governors will hear complaints about the headteacher. Complaints against the chair of governors or any individual governor should be made by writing to the clerk to the governing body.
	

	Principles governing how any investigations will be carried out
	Investigations should aim to clarify what has happened, who has been involved, and what the complainant feels would put things right. You may want to include rules on how inspections should be carried out and any timescales.
	

	Dealing with persistent or serial complaints
	You could include a statement on how the school will approach vexatious complaints. The DfE says a school need not respond if a complainant raises again an issue that has already been taken through the complaints procedure.
	

	Details of how the governing body will monitor complaints
	The governing body should monitor the level and nature of complaints. However, complaints information shared with the whole governing body should not name individuals in case an appeal panel needs to be constituted.
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