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Procedures for Dealing with Complaints to Governing
Bodies

The Governing Body of Penrhyn-coch and Penllwyn Schools support the principal that good
communication, the provision of clear information and straightforward procedures are
essential to an open and transparent relationship between a school and its key partners.

The Governing Body will treat concerns or complaints seriously and will respond to them
quickly and effectively.

To achieve this objective the Governing Body has approved the following procedures to deal
with concerns or complaints from parents, members of staff; governors, pupils, members of
the local community and othersto ensure that they are clear how they can express concerns
and formal complaints, and how they will be responded to.



1. Stages for Handling Complaints from Parents and others

Stage 1

1

Stage 2

3.

Complaint to be made orally or in writing to class teacher or Headteacher
Complainantto be given opportunity to meet the member of staff with whom they
have raised the matter or the Complaints Officer (where appointed). Having
investigated the issue anindication of the decision reached will usually be conveyed
to the complainant within 10 school days.

(If the Headteacher is the first recipient of the complaint a decision will be made
whether to delegate consideration to another member of staff under stage 1 or
whether to proceed to stage 2)

If the complaint cannot be resolved to the satisfaction of the complainant, the
complainant will be informed in writing that the matter has been referred to the

Headteacher to investigate

If the complaintwas initially made orally, the matter will have to be put in writing at
this stage.

The Headteacher will acknowledge the complaint in writing and, provide a copy of
the of the complaints procedure and give a target date for providing a response.

Arrangements willbe made forthe complainantto meetthe Headteacherand will be
allowed to be accompanied by a friend orrelative who can speak ontheirbehalf. The
Headteacher may also wish to have another person present to witness the
discussion.



6. The Headteacherwill usually convey the decision in writing to the complainant within
10 school days. If this is not possible to deal with the matter within this time the
complainant will be informed of the reason and given a date when consideration is
expected to be concluded.

Stage 3

7. If the complainant is not satisfied with the outcome of the above informal stages
he/she is entitled to make a formal complaint to the Chairman of the Governing
Body.

8. On receipt of the written complaint the Chairman will make arrangements for the
clerk to the governing body to acknowledge receipt of the letter, usually within 5
school days and make arrangements for the Complaints Committee of the Governing
Body to meet to hear the complaint, usually within 15 school days of receipt of the
complaint. The complainantand the person(s) complained against will be invited to
provide inadvance any written documentation they wish the committeeto consider.

9. The purpose of the hearingis to enable members of the Committee to clarify facts
and ascertain whether there are grounds for upholding the complaint. All parties
involved in the complaint are entitled to provide evidence. This procedure is
intended to gain all relevant information and should not become a confrontational
process

10. Once all the evidencehasbeen presented the Committee will consideritsdecision in

private.

11. The Committee’s decision will usually be sent to the complainant within 5 school
days of the hearing, with an explanation of the reasons for the decision.

Withdrawal of Complaint

A complainantisable towithdraw a complaint at any time by giving notice in writingtothe
person dealing with the complaint. The letter will be acknowledged in writing.



2. Complaint about the Headteacher

1. Ifthe complaintisaboutthe Headteacher, it mustbe sent in writing to the Chairman
of the Governors.

2. The Chairman may decide to investigate the complaint or delegate the matter to
another Governor or a designated officer

3. The Chairman will acknowledge the complaintin writing and, provide a copy of the

complaints procedure and give a target date for providing a response.

4. Arrangements willbe made forthe complainantto meetthe personinvestigating the
complaintand will be allowed, if required, to be accompanied by a friend or relative
who can speakontheirbehalf. The personinvestigating the complaint may also wish
to have anotherperson present to witness the discussion. The person investigating
the complaint may also wish to meet other persons referred to in the complaint or
third parties who may be able to provide further information.

5. Thedecisionwill usually be conveyed in writing to the complainant within 10 school
days. If itis not possible to deal with the matter within this time the complainant will
be informed of the reason and given a date when consideration is expected to be
concluded.

6. If the complainant is not satisfied with the outcome of the above informal stages
he/she is entitled to make a formal complaint to the Chairman of the Governing
Body.

7. On receipt of the written complaint the Chairman will make arrangements for the
clerk to the governing body to acknowledge receipt of the letter usually within 5
school days and make arrangements forthe Complaints Committee of the Governing
Body to meet to hear the complaint usually within 15 school days of receipt of the



complaint. The complainantand the person(s) complained against will be invited to
provide any written documentation they wish the committee to consider.

8. The purpose of the hearingis to enable members of the Committee to clarify facts
and ascertain whether there are grounds for upholding the complaint. All parties
involved in the complaint are entitled to provide evidence. This procedure is
intended to gain all relevant information and should not become a confrontational
process

9. Onceallthe evidencehas been presented the Committee will considerits decision in

private.

10. The Committee’s decision willbe sentto the complainant within 5 school days of the

hearing, with an explanation of the reasons for the decision.

Withdrawal of Complaint

A complainantis able to withdraw a complaint at any time by giving notice in writing to the
person dealing with the complaint. The letter will be acknowledged in writing



3. Complaint against Complaints Officer (if there is one)

1. The complaint to be made in writing to the Headteacher.

2. The Headteacher will decide whether to investigate or refer the matter to a senior
member of staff to investigate.

3. The Headteacher will acknowledge the complaint in writing, provide a copy of the
complaints procedure and give a target date for providing a response.

4. Arrangementswillbe made forthe complainantto meetthe personinvestigating the
complaintand will be allowed, if required, to be accompanied by a friend or relative
who can speakontheirbehalf. The personinvestigating the complaint may also wish
to have anotherperson present to witness the discussion. The person investigating
the complaint may also wish to meet other persons referred to in the complaint or
third parties who may be able to provide further information.

5. Thedecisionwill usually be conveyedin writing to the complainant within 10 school
days. If itis not possible to deal with the matter within this time the complainant will
be informed and given a date when consideration is expected to be concluded.

6. If the complainant is not satisfied with the outcome of the above informal stages
he/she is entitled to make a formal complaint to the Chairman of the Governing
Body.

7. On receipt of the written complaint the Chairman will make arrangements for the
clerk to the governing body to acknowledge receipt of the letter usually within 5
school days and make arrangements for the Complaints Committee of the Governing
Body to meet to hear the complaint usually within 15 school days of receipt of the
complaint. The complainantand the person(s) complained against will be invited to
provide any written documentation they wish the committee to consider.



8. The purpose of the hearing is to enable members of the Committee to clarify facts
and ascertain whether there are grounds for upholding the complaint. All parties
involved in the complaint are entitled to provide evidence. This procedure is
intended to gain all relevant information and should not become a confrontational
process

9. Onceallthe evidencehas been presented the Committee will considerits decision in
private.

10. The Committee’s decision willbe sentto the complainant within 5 school days of the
hearing, with an explanation of the reasons for the decision.

Withdrawal of Complaint

A complainantis able to withdraw a complaint at any time by giving notice in writing to the
person dealing with the complaint. The letter will be acknowledged in writing



4. Complaint about the Chairman of the Governing Body and/or Chairman
of the Governing Body and the Headteacher together

1. Anycomplaintaboutthe Chairman of the Governing Body orthe Chairmanand
Headteachertogether, mustbe sentto the Vice Chairman

2. TheVice Chairman may considerinvestigating the complaint or delegate this task to
anotherdesignated governor

3. TheVice Chairman will acknowledge the complaint in writing and, provide a copy of
the complaints procedure and give a target date for providing a response.

4. Arrangementswillbe made forthe complainantto meetthe personinvestigatingthe
complaintand will be allowed, if required, to be accompanied by a friend or relative
who can speak ontheirbehalf. The personinvestigating the complaint may also wish
to have another person present to witness the discussion. The person investigating
the complaint may also wish to meet other persons referred to in the complaint or
third parties who may be able to provide further information.

5. Thedecision will usually be conveyed in writing to the complainant within 10 school
days. If itis not possible to deal with the matter within this time the complainant will
be informed of the reason and given a date when consideration is expected to be
concluded.

6. If the complainant is not satisfied with the outcome of the above informal stages
he/she is entitled to make aformal complaint to the Vice-Chairman of the Governing
Body.

7. Onreceipt of the written complaint the Vice-Chairman will make arrangements for
the clerkto the governing body to acknowledge receipt of the letter usually within 5
school days and make arrangements forthe Complaints Committee of the Governing
Body to meet to hear the complaint usually within 15 school days of receipt of the
complaint. The complainantand the person(s) complained against will be invited to
provide any written documentation they wish the committee to consider.

8. The purpose of the hearingis to enable members of the Committee to clarify facts
and ascertain whether there are grounds for upholding the complaint. All parties
involved in the complaint are entitled to provide evidence. This procedure is



intended to gain all relevant information and should not become a confrontational
process

9. Onceallthe evidencehasbeen presented the Committee will considerits decision in
private.

10. The Committee’s decision willbe sentto the complainantwithin 5 school days of the
hearing, with an explanation of the reasons for the decision.

Withdrawal of Complaint

A complainantis able to withdraw a complaint at any time by giving notice in writing to the
person dealing with the complaint. The letter will be acknowledged in writing

5. Complaint about the Chair and Vice Chair of the Governors together

1. Where the complaint is about the Chairman and Vice Chairman of the
Governing Body the complaint must be put in writing to the Clerk of the



Governing Body who will refer the matter to the Chair of the Complaints

Committee
(If the Chairman or Vice-Chairman of the Governing Body are also members
of the Complaints Committee then arrangements will be made for them to

substituted by other members of the Governing Body)

On receipt of the written complaint the Chairman of the Complaints
Committee will make arrangements for the Clerk to the governing body to
acknowledge receipt of the letter, usually within 5 school days and make
arrangements forthe Complaints Committee of the Governing Body to meet
to hear the complaint usually within 15 school days of receipt of the
complaint. The complainant and the person(s) complained against will be
invited to provide any written documentation they wish the committee to
consider.

The purpose of the hearingistoenable members of the Committee to clarify
facts and ascertain whether there are grounds for upholding the complaint.
All parties involved in the complaint are entitled to provide evidence. This
procedure is intended to gain all relevant information and should not
become a confrontational process

Once all the evidence has been presented the Committee will consider its

decision in private.

The Committee’s decision will be sent to the complainant within 5 school
days of the hearing, with an explanation of the reasons for the decision.

Withdrawal of Complaint

A complainantisable towithdraw acomplaint at any time by giving notice in writingtothe

persondealing with the complaint. The letter will be acknowledged in writing.

6. Complaint about a Governor (including Vice Chair) or Group of
Governors

1.

If a complaintis made about the actions of a Governoror a group of Governors then the
complaint must be putin writing and sent to the Chairman of the Governing Body.
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(If the Chairman of the Governing Body is one of the group of governors complained
aboutthen the complaint should be made to the Vice-Chairman who will then deal with

the complaint.

If however the Chairman and Vice-Chairman are part of the group of Governors being
complained about, the complaint should be referred to the Clerk of the Governing Body

who will refer the matter to the Chairman of the Complaints Committee)

The Chairman may decide to investigate the complaint or delegate the matter to
another Governor or another designated officer

The Chairman will acknowledge the complaint in writing and, provide a copy of the
complaints procedure and give a target date for providing a response.

Arrangements willbe made forthe complainantto meetthe personinvestigating the
complaintand will be allowed, if required, to be accompanied by a friend or relative
who can speak ontheirbehalf. The personinvestigating the complaint may also wish
to have another person present to witness the discussion. The person investigating
the complaint may also wish to meet other persons referred to in the complaint or
third parties who may be able to provide further information.

The decision will usually be conveyed in writing to the complainant within 10 school
days. If itis not possible to deal with the matter within this time the complainant will
be informed of the reason and given a date when consideration is expected to be
concluded.

If the complainant is not satisfied with the outcome of the above informal stages
he/she is entitled to make a formal complaint to the Chairman of the Governing
Body.

On receipt of the written complaint the Chairman will make arrangements for the
clerk to the governing body to acknowledge receipt of the letter usually within 5
school days and make arrangements forthe Complaints Committee of the Governing
Body to meet to hear the complaint usually within 15 school days of receipt of the
complaint. The complainantand the person(s) complained against will be invited to
provide any written documentation they wish the committee to consider.

The purpose of the hearingis to enable members of the Committee to clarify facts
and ascertain whether there are grounds for upholding the complaint. All parties
involved in the complaint are entitled to provide evidence. This procedure is
intended to gain all relevant information and should not become a confrontational
process
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9. Onceallthe evidencehas been presented the Committee will considerits decision in
private.

10. The Committee’s decision willbe sentto the complainant within 5 school days of the
hearing, with an explanation of the reasons for the decision.

Withdrawal of Complaint

A complainantis able to withdraw a complaint at any time by giving notice in writing to the
person dealing with the complaint. The letter will be acknowledged in writing

7. Complaint Concerning the Whole Governing Body
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Any complaints about the actions of the whole governing body should be sent to the Clerk of
the Governing Body who will inform the Headteacher, Chairman of the Governing Body and
the LEA and as appropriate the diocesan authority.

The LEA will then advise the complainant of the steps being taken to deal with the complaint.
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