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Annex A 

School Complaints Procedure/Policy Flowchart  

 
 
 

 
 
 
 
 

 
 

 
 
 
 
 
 
 

 
 
 
 
 
 

 
 
 

 
 
 

 
 

 
 
 
 
 
 

 
 
 

Complaint heard by staff member 

(if appropriate) 

• Ensure Headteacher is informed of outcome 

Issue resolved Issue not resolved: formal complaint form 

provided within 5 school days of learning of 

dissatisfaction 

Complaint heard by Headteacher 

• Acknowledge receipt of formal complaint form (within 5 school days) 

• Write to complainant with outcome of investigation (within 10 school days 
of original acknowledgement 

Governors’ Complaints Panel Meeting  

• Acknowledge receipt of complaint (within 5 school days) 

• Invite complainant to meeting (within 15 school days) 

• Issue letter confirming panel decision (within 5 school days) 

Issue resolved Issue not resolved 

Referral in writing to the Secretary of State for 

Education or for 0-2 years provision via email to Ofsted 

Issue resolved Issue not resolved: information sent on. 

Stage 1 

(informal) 

Stage 2 

(formal) 

Stage 3 

(formal) 

Stage 4 

(formal) 


