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Introduction 

 

We believe this policy should be a working document that is fit for purpose, represents the school ethos 

and enables consistency and quality across the school: 

 

RGSR believe that good communication between home and school is essential because without this, students’ 

needs are not best met.  With over 800 students in the school, queries arise on a daily basis, and it is in the 

best interest of all concerned that concerns are addressed speedily and appropriately. 

 

Aims 

 

• To deal with any complaint against the school or any individual connected with it by following the 

correct procedures.  

• To deal with all complaints thoroughly and by being open, honest, and fair when dealing with the 

complainant. 

• To differentiate between a concern and a complaint. 

 

 

Responsibility for the Policy and Procedure 

 

Role of the Governing Body 

 

The Governing Body has: 

▪ a duty to have in place a complaint procedure.  

▪ delegated powers and responsibilities to the principal to ensure all school personnel and visitors to 
the school are aware of and comply with this policy. 

▪ responsibility to deal with any complaint made against the principal. 

▪ responsibility of annually discussing the concerns/complaints log with the principal. 

▪ in place a self-evaluation process to monitor the way complaints are dealt with and to consider what 

improvements can be made to the complaint’s procedures. 

▪ responsibility of considering any local or national decisions that affect the complaints process and 

will make any modifications necessary to this policy. 

▪ responsibility for ensuring that the complaints procedure is publicised on the school website and in 

the school handbook, is concise, simple to understand and impartial.  

▪ responsibility for ensuring this policy and all policies is maintained and updated regularly. 

▪ responsibility for ensuring all policies is made available to parents. 

 

Role of the Principal and Senior Leadership Team  

 

The Principal and the Senior Leadership Team will: 

▪ deal with all complaints impartially and in a non-adversarial manner; 

▪ keep the complainant fully updated at all stages of the complaint's procedure; 

▪ keep records; 

▪ not share third party information; 

▪ seek an interpreter if the need arises; 

▪ refer any complaint made against him/her to the Chair of Governors; 

▪ ensure full and fair investigations are undertaken by an independent person where necessary; 

▪ ensure confidentiality at all times; 

▪ ensure all complaints are resolved as quickly as possible within realistic time limits; 

▪ log all complaints received by the school and record how they were resolved; 

▪ discuss the complaints log every year with the Governing Body; 

▪ monitor and review complaints to see how they can contribute to school improvement;  
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Role of the Complainant 

 

We ask the complainant to: 

 

▪ cooperate with school to find a solution to the complaint as quickly as possible; 

▪ provide enough information as possible; 

▪ be respectful to everyone involved in the complaint procedure. 

 

Policy Content 

 

Concern or Complaint? 

 

If a concern is raised and not dealt with, it becomes a complaint.  Concerns and routine matters can be 

discussed with Homeroom teachers/Subject Head (in the senior school) and Class Teachers (in the primary 

school).  Complaints of a serious nature should be addressed to one of the Senior Leadership Team, or if 

the complaint refers to the principal to the school board. 

 

If a parent has a concern: 

 

• It is important to notify the school as soon as possible after the incident. 

• Staff at the school will respond to all communication within 48 hours.  Due to the complex nature of 

some issues, it may not be possible to resolve matters within this time frame, but staff will acknowledge 

any communication and indicate who is dealing with the matter. 

• Parents should e-mail concerns where possible so that a record may be kept. Because of teachers’ class 

contact, it is often difficult to speak to an individual during the school day. 

• The reception office staff can advise parents of the name of the person most appropriate to address an 

issue. 

 

It is not always possible to come into school without a prior appointment and meet with staff.  To avoid 

disappointment, please book an appointment.   In some circumstances it is necessary for a concern to be 

passed to a different member of staff.  This does not mean that the school is taking concerns any less 

seriously.  Through appropriate delegation the school will try to ensure that concerns are dealt with as 

quickly as possible, and by the right people. 

 

In the primary school, if a parent has a concern or complaint: 

  

The first point of contact if it is about a pastoral matter, (i.e., it concerns the general well-being of a child), 

or an academic matter, should be the child’s class teacher. 

  

The school places great emphasis on the role of the class teacher as it is he or she who is with a child for 

the majority of the school day, and who monitors attendance, academic performance and his or her general 

welfare.   For this reason, if parents have a query or a concern, they should contact the class teacher first.  If 

the class teacher is unable to resolve the situation, he/she will seek assistance of the Year leader. 
  

The coordinator is also the right person to contact if a parent is unhappy with the response of the teacher, 

or if the class teacher is unavailable due to illness, the matter concerns the teacher, or the matter directly 

relates to a responsibility undertaken by the Key Stage coordinator, i.e., a letter sent home.  If the 

coordinator is unable to address the situation, he/she will seek assistance from the principal. 
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In the Senior School, if a parent has a concern or complaint: 

 

If a parent has a concern or a complaint about one subject, they should contact the subject teacher directly.  

If the matter is not dealt with to their satisfaction, they may then contact the subject Head of the Department 

(HoD). 

  

The Homeroom Teacher 

 

The school places great emphasis on the role of the Homeroom Teacher.  It is the Homeroom Teacher who 

has the most regular contact with each child, monitoring attendance, academic performance, and general 

welfare. 

 

If a parent has a query or a concern about a pastoral issue, or the general academic progress of their child, 

they should contact the Homeroom Teacher.  If the teacher is unable to resolve the situation, he/she will 

seek assistance of the Team Leader/HoD.  

 

If a parent feels that their concern has not been satisfactorily dealt with by the homeroom teacher or HoD, 

he/she will seek assistance from a Senior School Head. 

 

The Principal 

  

Parents may contact the principal regarding any serious issue or if they wish to discuss school policy on any 

matter.  An appointment should be made through the principal’s PA. 

 

Summary of procedure and hierarchy of complaints:  

 
Formal Complaints 

 

The staff at RGS will try to resolve matters speedily but if a complainant is not satisfied with the school’s 

response, or with the principal’s actions, they may make a formal complaint to the Board of Governors.   
 

The principal (or Board Chair) will contact the parent to discuss the problem and arrange a meeting.  A 

complainant may wish to bring a friend or someone else with them.  The Board Chair will then carry out an 

investigation of the complaint and respond in writing. 

 

If any member of the community wishes to make a formal complaint, they may do so in writing to the 

principal.  The complaint will include specific details of an incident including dates, what happened, where it 

happened, those considered by the complainant to be responsible and detail of what the complainant would 

consider to be an appropriate outcome. 

 

The principal will meet with the complainant and attempt to address the complaint to their satisfaction.  If 

this is not achieved, the principal will establish a three-person panel not directly relating to the matter to 

hear the complaint.  The panel will sit within five school days.  They will hear the complainant and may call 

witnesses. Written records will be kept of all.  Written records of panel findings and recommendations will 

be available for the complainant and, where relevant, the person complained about. 

 

The panel chair will report the panel’s findings to the principal who will decide on the appropriate response 

to the complainant. 
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Should subsequent action be required against a member of staff, the staff disciplinary policy will apply. 

 

If the formal complaint is against the principal, the complainant will communicate to the Board Chair through 

the Chief Operating Officer to the Board. The complaint will include specific details of an incident including 

dates, what happened, where it happened and details of what the complainant would consider to be an 

appropriate outcome. 

 

The Board Chair, or a delegated Board Member will meet with the complainant and attempt to address the 

complaint to their satisfaction.  If this is not achieved, the Board Chair will establish a three-person panel 

not directly relating to the matter to hear the complaint.  The panel will sit within five school days.  They 

will hear the complainant and may call witnesses. All meetings will be minuted.  Written records of panel 

findings and recommendations will be available for the complainant and the principal. 

 

The panel chair will report the panel’s findings to the Board Chair who will decide on the appropriate 

response to the complainant. 

 


