
PROCEDURES FOR DEALING WITH 
COMPLAINTS AT YSGOL PENDALAR 

 
Legal Framework 
The following procedures have been developed in compliance with the 
requirements stipulated in Section 29 of the 2002 Education Act 
whereby governing bodies are required to establish procedures to deal 
with complaints involving the school or providing facilities or services 
under Section 27 of the Act, with the exception of complaints which have 
to be handled in accordance with other statutory provisions. In 
compliance with this Section, governing bodies are required to take 
guidance issued by the Welsh National Assembly Government into 
consideration and consequently the guidelines included in the Welsh ly 
Government Circular No 011/2012 (School Governing Body 
Complaints Procedures) were used when developing the procedures.  
 
 
http://wales.gov.uk/docs/dcells/publications/121002complaintsschoolsen.pdf 
 
The procedures have been drawn up so as to enable anybody who has an interest in 
the school be they parents, pupils, staff members, governors, members of the local 
community and others to express their concerns in the knowledge that they will be 
addressed seriously and in an unbiased manner and, if there is substance to the 
complaint, that it will receive due and timely attention.    
 
The school’s procedures cannot cover all possibilities. It is suggested that a general 
method of dealing with complaints be developed with adjustments being made for 
the less common complaints lodged e.g. complaints about the headteacher, chair of 
the governing body or the entire governing body.  
 
A summary of the three stage generic complaints procedure should be published in 
the school’s prosbectus; and following its adoption, the entire document should be 
made available for  all parents, pupils, governors, the LEA, the diocesan authority 
(where appropriate) and to everybody who requests a copy.  Every staff member 
should receive a copy of the complaints procedure and be notified of their 
responsibilities as regards the procedure.  New parents, pupils, staff and governors 
and any individual who submits a request should then receive a copy of the complete 
document. It should be presented in a convenient format.  
 
 

Before adopting procedures, schools should fully consider the 
original Circular. 

 
 
 

http://wales.gov.uk/docs/dcells/publications/121002complaintsschoolsen.pdf
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Definition:-     ‘...Any written or verbal expression of 
lack of satisfaction or concern about an incident 
involving a child or individual where they need or 
require a response.’  

    
Types of complaints:- 

• General complaint about the School; 
• Against the headteacher; 
• Against the chair of Governors or against the chair of governors and the 

headteacher;  
• Against a governor or a group of governors;  
• Involving pupils;  
• Individual complaints procedure;  
• Against School staff where child protection issues are involved;   
• In relation to the curriculum/religious education curriculum;   
• By children who have special educational needs and/or disabilities and/or 

other difficulties;  
 
Three step generic implementation methods 
The Welsh Assembly Government recommends that governing bodies establish a 
three step implementation approach as follows:  
Step A – a complaint is lodged with the first recipient within the school (and he/she 
finds a solution).   
Step B – the matter is referred to the headteacher to investigate, decide upon and 
resolve 
Step C – the matter is referred to the governing body to investigate, decide and 
resolve.  
 
Step A  
During this step, a complaint may be received either verbally or in writing.  A 
complaint may be lodged to a staff member, head of year/key stage or headteacher. 
The school procedure can make provision for complaints to be referred at this stage 
to an officer who has been designated to handle complaints within the School.   
The individual who receives the initial complaint and the complainant are expected to 
make every effort to solve the complaints at this stage. Following an investigation, a 
decision is usually expected within 10 school days, and the complainant notified and 
provided with verbal or written information, that they are entitled to take the 
complaint to the headteacher. It is recommended that a record of the following be 
kept when considering complaints at stage 1,: 
• Name of the complainant 
• The date on which a complaint was received  
• Brief description of the complaint  
• The implementation measures taken to resolve the complaint and the outcome  
• Matters for the school and leading member of staff to address.  
 



 
If the headteacher initially receives the complaint, he or she can decide whether the 
task of considering the nature of the complaint should be delegated to another staff 
member under Step 1 or proceed to Step 2.  
 
 
Step B  
As a rule, the complaint will not be dealt with at step 2 until it has firstly been 
considered under step 1. The matter could immediately proceed to step 2 should the 
headteacher deem that course of action to be appropriate. 
At this stage, it is good practice so as to ensure that the substance of the complaint 
is explicit that the complaint is lodged in writing. Having received the complaint, the 
headteacher should provide written acknowledgement, enclosing a copy of the 
complaints procedure and set a target date for substantiating the complaint.  It is 
recommended that as a rule this be done within 10 school days. 
If the matter cannot be dealt with within this period, the complainant should be 
notified and provide him/her with the expected date on which the deliberation period 
will end.  
It would assist when investigating the complaint and finding a solution, if the 
complainant had an opportunity to meet the headteacher. The headteacher may 
wish to have another individual present as a witness to the discussion. A written note 
should be kept of the interviews, and telephone conversations and any other 
implementation measures and for the headteacher to notify the complainant in 
writing of his/her decision, represents good practice.  
 
When deliberating over complaints at step 2, a record should include:  
• the name and address of the complainant;  
• date and details of the complaint;   
• the measures taken to resolve the complaint and a written record of discussions, 
interviews and evidence gathered;   
• outcome; 
• The date on which the complainant was notified of the outcome;   
• Matters requiring action by the school.  
 
Step C  Hold a Hearing 
 
If a complainant is dissatisfied with the outcome of the headteacher’s deliberations, 
the governing body can hold deliberations. Prior to their deliberations, governing 
bodies will need to be satisfied that steps 1 and 2 have been fully exhausted, or that 
there are particular reasons for not following steps 1 and 2.   
It is expected that the complaint be heard by the School’s Complaints Committee 
which should acknowledge receipt of such a complaint, usually within 5 school days.   
The letter of acknowledgement should set out a time-table and explain:  
• that every party involved in the complaint are entitled to provide any written 
evidence/documentation that they wish the committee to consider;   
• the deadline for both parties to provide such written evidence;   
• the deadline for sending documents to the individual against whom the complaint is 
lodged;   
• the deadline for the individual against whom the complaint is lodged to send a 
reply;   



• the date on which this response will be available for the complainant to scrutinize;  
 
  
• provide the date of the hearing at least five School days prior to it being held, and 
provide committee members with a copy. 
 
The clerk should make arrangements for the governing body’s complaints 
committee/panel to meet to hear the complaint,  ensuring that all parties are able to 
attend, usually within 15 school days of receiving the complaint. 
It is important that the individual against whom the complaint is lodged, has 
adequate time, namely usually 10 school days to consider all the evidence before 
responding and prior to any hearing being held. 
 
At least five School days prior to the hearing, the clerk should notify the parties of:  
• time and venue of the committee hearing  
• the grounds for the complaint, with copies provided of all the relevant documents  
• every party’s entitlement to be escorted by or represented by a person of their 
choice 
•  details of those in attendance and their duties  
• the committee’s entitlement to proceed with a verbal hearing in the absence of one 
or both parties unless an adequate reason is given why they should not do so 
• the parties entitlement to request that the hearing be deferred if there is a good 
reason why they are unable to attend.  
 
At the end of the hearing, all the parties should:  
• have understood the nature of the meeting  
• have had every opportunity to talk, present evidence and answer questions  
•  feel that they have said everything that they wish to say 
• feel that the complaints committee has listened to and understood the points made   
• fully understand that they will be notified of the committee’s decision   
 
Agreed procedures for holding a hearing are contained in the Welsh 
Government Circular 011/2012 (Paragraphs 3.13-3.36).   
 
After all the evidence has been presented, the complaints committee should 
deliberate over its decision in private.It is imperative that the committee considers: 
• The evidence  
• Has the headteacher or others complied with the school’s complaints procedure  
• Is there any substance to the complaint.   
It is imperative that when reaching a decision that the committee deliberates over:  
• whether or not the complaint is confirmed  
• any implementation measures to be taken by the school, the headteacher and/or 
staff members in light of the decision  
• any recommendations for amending the school’s policies or procedures so as to 
ensure that similar problems do not arise in future. 
 
As a rule, a written copy of the committee’s decision should be sent to the 
complainant within 5 school days of the hearing, outlining the reasons for the 
decision and for any restorative action taken by the school. The letter should also 
include:  



 
 
• right of appeal, as well as the name and address of the individual to whom any 
notification of appeal should be sent (as a rule the appeals committee clerk)  
• the deadline for submitting notification of appeal (usually 15 
school days after a written notification of the committee’s decision has been given)  
• that any appeal should outline the grounds for it.  
 
Note:- Unless there is an appeals stage, the letter notifying of the decision can also 
explain that the LEA, as well as the Diocesan Authority and the Welsh Assembly 
Government if relevant, may review the procedures used by the governing body   
but not their decision.  
 
 Appeal Hearing – following Step C 
It is not recommended that governing bodies heve an appeals committee that a 
complainant could go to if not satisfied at Stage C.  Complaints should be resolved 
before or at Stage C if the school procedure is robust and the persons handling the 
complaint act objectiverly.  Note the Welsh Government Circular 011/2012 
(Paragraph 3.36).   
 
 
Minutes: 
In the case of complaints dealt with at step 3, the minute should include: 
• a complete report on the work of the complaints committee and any appeals 
committee, the evidence presented and all other relevant documents  
• the decision taken and any actions to be taken by the school, the headteacher, the 
governing body or a staff member  
• date on which the decision was taken and the date on which the letter giving the 
decision  was sent to the complainant.  
 
Note- If at the end of step 3 and following consideration by the complaints 
committee, the complaint is not upheld, it should be ensured that the complainant is 
aware of the following facts:-  
• that the governing body and the headteacher will not hold further investigations  
• that no new matters will lead to re-investigation of a complaint already dealt with  
• should any other matters arise, those will be dealt with as a new complaint but only 
if it can be proven that they differ from matters raised through a previous complaint. 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 

SPECIFIC PROCEDURE: General Complaints 
Procedure about the School 

 
 
 

 
 
 
STEP 1 
 
 
  
 
 
STEP 2 

        
 
 

 
 
 
 
 
STEP 3 
 
 
 
 
 
 
 
 
 
 
               
 
 
 
 
 
 
 
 

An individual lodging a verbal or written complaint  

A teacher deals with the complaint, or delegates the task of 
investigating it to the complaints officer if he/she has been 

designated. 

An unresolved complaint.   
Refer the complaint to the 
Headteacher, in writing if possible, 
so that he/she may investigate it.  
 

Resolve the complaint -  
record and notify the 
complainant.  

Complainant is dissatisfied.  
 
Lodge a written complaint to the 
Governing Body complaints 
committee who are hearing the case 

  
 

Resolve the Complaint  – Written 
confirmation to the complainant that 
the complaint has been resolved, 
and record the entire evidence. 

Complainant is dissatisfied. 
 
Lodge a complaint to the governing 
body’s appeals committee (if there is 
one) who are hearing the case. 
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