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COMPLAINTS POLICY 
 
Governors of Hampton College have adopted the following policy to deal with formal complaints 
from members of the school, community or general public. 

Dealing With Concerns at the Earliest Opportunity 

If parents, pupils or members of the public have concerns they should: 
 
1. Discuss their concerns with the member of staff most directly involved by either emailing: 

feedback@hamptoncollege.org.uk, calling the Main Reception on 01733 246820 or via the 
Feedback button the school website: www.hamptoncollege.org.uk.   
 
If not satisfied: 
 

2. Discuss their concerns with an SLT member (eculpin@hamptoncollege.org.uk / 
01733 246820 ext.131) and if not satisfied: 

 
3. Discuss their concerns with the Headteacher (or Executive Headteacher when not 

available) (eculpin@hamptoncollege.org.uk / 01733 246820 ext. 131) – (stage 
one of the formal process). 

 

Only where all these avenues have been tried and found unsatisfactory should the 
Complainant take a complaint to the Chair of Governors or Clerk to the Governing 
Body. 
 

Making a Complaint to the Governing Body (stage two of the formal process) 

Where all other attempts have been unsuccessful in resolving a complaint, the Complainant should write 
to the Chair of Governors or Clerk to the Governing Body at the school address or email: 
Clerk@hamptoncollege.org.uk.The envelope or email should be marked ‘FOR IMMEDIATE 
ACTION’ ‘PRIVATE AND CONFIDENTIAL.’ 

On receipt of the complaint, the Chair of Governors (or other governor) will: 
 

 Respond to the Complainant with an acknowledgment of receipt either via email or 
telephone within 48 hours (during school hours); 

 Clarify the nature of the complaint and what remains unresolved; 

 Meet with the Complainant or contact them (if unsure or further information is 
necessary); 

 Clarify what the Complainant feels would put things right. 

At this point, the Chair of Governors will decide whether the complaint should go straight to the 
Governors' Complaints Panel or whether a mediation stage should be offered. Mediation can only 
proceed if the Complainant and the Headteacher are willing for it to be tried. If mediation is not 
successful or is rejected, the complaint will be considered by the Governors' Complaints Panel. 
 
Governors' Complaints Panel 

Where the Complainant is still not satisfied that their complaint has been dealt with fully and properly, this 
will escalate to a Panel of governors. Governors will provide the Complainant with the opportunity for an 
appeal hearing that is independent and impartial.  The aim of the hearing will always be to resolve the 
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complaint and achieve reconciliation between the school and the Complainant. The Chair of the Panel 
will ensure that the proceedings are as welcoming as possible.  

The Governing Body will have agreed the composition of the Complaints Panel at the first meeting of the 
Governing Body each year. 
 
Remit of the Panel: 

 

 Dismiss the complaint in whole or in part; 

 Uphold the complaint in whole or in part; 

 Decide on the appropriate action to be taken to resolve the complaint; 

 Recommend changes to the school's systems or procedures to ensure problems of a similar nature 
do not recur. 

Format of a Panel Hearing 
 

 The Complainant will enter the room where the hearing is taking place; 

 The Chair will introduce the Panel members and the Clerk and outline the process; 

 The Complainant is invited to explain the complaint; 

 The Panel will question the Complainant; 

 The Complainant is then invited to sum up their complaint; 

 The Chair explains that all parties will hear from the Panel within five working days (where possible); 

 The Complainant leaves while the Panel decides on the issues; 

 The Clerk will remain with the Panel to clarify any issues; 

 It may be necessary for further investigation to take place or further meetings to be 
arranged, therefore contact will be made by the Chair within five working days but a final 
Decision Letter may be delayed for a reasonable amount of time to carry out further 
investigation.   

 
There may be exceptional circumstances in which the complaint is against the Chair of Governors e.g. for refusing 
to deal with a complaint. In those circumstances, the procedure above would be adapted.  
 
Possible Outcomes  
 

 An appropriate apology; 

 An explanation; 

 An admission that the situation could have been handled differently or better; 

 An explanation of the steps that have been taken to ensure that it will not happen again; 

 A commitment to review school policies in light of the complaint. 
 
Writing the Decision Letter 
 
The Clerk / Chair of Governors will ensure that s/he has recorded clear wording, stating the Panel 
decision on each of the issues that the Panel considered. The decision letter will be sent to all 
members of the Panel and the Complainant, with a copy sent to the Headteacher (within five working 
days).  
 

The flowchart overleaf summarises the complaints process. 
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Complaints Process from Start to Finish 

 
 
 
 
 
 
 

 
 

 
 
 
 

 
 

 
 

 
 
 
 
 
 
 

 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

   
 
 
                                              
 
 
 
 
 
 

  

Complaint is made to member of staff 
feedback@hamptoncollege.org.uk or calling the Main 
Reception on 01733 246820  

 

Is Complainant satisfied with the informal resolution? 

Yes 

Complaint is made to Headteacher eculpin@hamptoncollege.org.uk / 01733 
246820 ext.131) (Stage One of formal process) 
 Acknowledge complaint received (within 48 hours during school hours) 

 Inform complainant of action 

No 

Is Complainant satisfied with Panel’s decision?   

 
Parents cannot 

take complaint to 
LA, but can write 
to the Secretary 

of State   

Clerk sets up Panel of Governors and contacts Complainant with details of  
Hearing and requests for any further information 

Chair decides whether mediation should be offered to Complainant  

(within 5 working days) 

Mediation deemed not 
appropriate or offer rejected 

 

Mediation offered and accepted 
 

Mediation process within 10 working days 
 

 

Is Complainant satisfied with mediation resolution? 
 

No Yes 
 

Complainant writes to Chair of Governors (or Clerk) 
(Stage Two of the formal process) 

Clerk@hamptoncollege.org.uk / 01733 246820 ext.131) 

Is Complainant satisfied with the resolution? Yes 

No 

Chair of Governors / The Clerk acknowledges receipt of the complaint within 
48 hours (during school hours)  

Second formal 
complaints stage 

(Governors 
Complaints Panel) 

Panel meets within 15 working days of Clerk receiving complaint 
and makes decision communicated to all parties  

within 5 working days   

No Yes 
 

Complaint is made to SLT member at eculpin@hamptoncollege.org.uk / 
01733 246820 ext.131) 

Is Complainant satisfied with the informal resolution? 

No 

Yes 
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A Complainants Guide 

Hampton College recognises that at times things can go wrong. This guidance will help you understand how to 
resolve concerns you may have about your child's education. 
 
Complainants are encouraged to state what actions they feel might resolve the problem at any stage. An 
admission that the school could have handled the situation better is not the same as an admission of negligence.  
 
The school has procedures for dealing with concerns or complaints and we value any feedback about our 
services, including compliments and suggestions. If you are concerned about any aspect of your child's 
education, you should contact (feedback@hamptoncollege.org.uk). 
 
The school's Governing Body has overall responsibility for the school and for ensuring the well-being of pupils 
and that all pupils receive an appropriate and high standard of education. 
 
The Headteacher is responsible for making decisions on a daily basis about the school's internal 
management and organisation. You should therefore, contact the school if you are concerned about an 
issue.  

How Do I Complain To The School? 
 
First, we hope you will speak to the relevant member of staff as soon as you have a concern. This will be 
the class teacher (primary). This will be the form tutor, subject teacher, or Head of House (secondary). 
 
This informal approach is nearly always the quickest and most effective way of resolving your concerns. 

If you feel that your concern has not been resolved, firstly speak to a member of the SLT before escalating 
to the Headteacher or Executive Headteacher, who will look into your concern. 

If you are unhappy with the Headteacher's response, you should write with your complaint to the Chair 
of Governors/Clerk to the Governing Body at the school address or email Clerk@hamptoncollege.org.uk. 
Mark your envelope ‘FOR IMMEDIATE ATTENTION’ ‘PRIVATE AND CONFIDENTIAL’. 

This Is How Your Complaint Will Be Handled 

Within five working days of receiving the complaint, the Chair will decide whether mediation should 
be offered to help you and the Headteacher explore a possible resolution. 

If mediation is agreed, the Chair of Governors will  set up the meeting within 10 working days wherever 
possible. If that timescale is not possible, you will be told the reason. 
 
If mediation is not deemed appropriate or if it is not successful, the Chair of Governors or Clerk will 
set up a Panel of Governors to meet within 15 working days upon receipt of the complaint to 
consider your complaint. The Clerk will provide details of the Hearing and will request any further 
information you may wish to provide. 

The Complaints Panel will consist of three governors who (as far as possible) will have no prior 
knowledge of the events being complained of. The Panel will be supported by a Clerk, who will take 
notes during the Hearing and will stay with the Panel while they make their decision, in case 
governors need to be reminded about responses to a particular question. The Panel will hear the 
complaint impartially and make their decision based on the facts and the evidence they have been 
provided with. 
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Five working days before the Hearing, the Clerk will send to you, the Complainant, the 
Headteacher and the three Panel members, copies of all papers submitted by both sides, so that 
there is sufficient time to read the evidence before the Hearing (which must be submitted to the 
Clerk seven days before the Hearing). 

You will receive a written decision outlining the Panel’s decision ideally within five working days 
of the meeting. [??] 

All timeframes will be adhered to where physically possible, but in some circumstances it may 
take longer to arrangement meetings where all parties are available, but regular updates will 
be provided by The Clerk.  

Can I Take My Complaint Further? 
 

You cannot take your complaint to the Local Authority. The Local Authority cannot investigate 
school matters on a parent's behalf, nor can it review how the school has dealt with your complaint. 

 
However, if you feel that the school has acted unreasonably or not followed the correct procedures, 
you can write to the Secretary of State for Education 
http://www.education.gov.uk/heip/contactus/dfe.   
 
Mediation 

The Benefits of Mediation 

Mediation can be a good way to resolve a complaint because: 
 

 It gives both Complainant and Headteacher another opportunity to hear each other's points of view 
(with a third party facilitating); 

 It gives the third party an opportunity to help both the Headteacher and Complainant explore 
and build on areas of agreement; 

 It gives both the Headteacher and Complainant a structure within which they can resolve remaining 
differences; 

 If both Complainant and Headteacher emerge from the mediation satisfied, that is the best 
foundation for continuing a positive relationship between them; 

 Even if the complaint continues to a Governors' Panel, the issues to be considered should be much 
clearer. 

Mediation may elicit one or more of the responses listed below from either party: 
 

 An acknowledgment that the complaint is valid in whole or in part; 

  An apology; 

 An explanation; 

 An admission that the situation could have been handled differently or better; 

 An explanation of the steps that have been taken to ensure that it will not happen again; 

 A commitment to review school policies in light of the complaint. 

Recourse to mediation must be with the agreement of both parties and is intended to help arrive at a 
mutually agreeable solution — it is not possible to impose this on either party. Nor does it prevent a 
Complainant having recourse to formal appeals procedures as detailed. 

http://www.education.gov.uk/heip/contactus/dfe

