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Introduction 
 

The underlying principle of our complaints procedure is that, where possible, complaints should be 
resolved informally and through reasoned discussion. It may be that following the stages outlined in 
these guidelines, formal procedures may be avoided. However, the procedure in this Policy describes 
formal steps that can be taken by complainants should they feel that their concerns cannot be resolved 
informally. 

 
 
 
 
 
 

Related Documents/Resources 

 
Education (Investigation of Parents’ Complaints) (England) Regulations 2007 
Section 29 Education Act 2002 
http://www.education.gov.uk/schools/leadership/governance/a0060895/complaints-procedure-toolkit  
http://www.education.gov.uk/schools/leadership/governance/becomingagovernor/rolesandresponsibilit   
ies/a0060898/complaints-an-overview 

http://www.education.gov.uk/schools/leadership/governance/a0060895/complaints-procedure-toolkit
http://www.education.gov.uk/schools/leadership/governance/becomingagovernor/rolesandresponsibilities/a0060898/complaints-an-overview
http://www.education.gov.uk/schools/leadership/governance/becomingagovernor/rolesandresponsibilities/a0060898/complaints-an-overview
http://www.education.gov.uk/schools/leadership/governance/becomingagovernor/rolesandresponsibilities/a0060898/complaints-an-overview
http://www.education.gov.uk/schools/leadership/governance/becomingagovernor/rolesandresponsibilities/a0060898/complaints-an-overview


Everton Free School & Football College - Complaints Policy  2 

 
 

 

Roles and Responsibilities 
 

The Principal and the Governing Body are responsible for the consistent and fair operation of this 
Policy and for ensuring its annual review against best practice and statutory requirements. All other 
responsibilities are as outlined in the Policy section. 

 

Policy 
 

It is the Policy of Everton Free School & Football College to resolve all complaints in a manner 
appropriate to the nature of the complaint and, as far as reasonably practicable, to the satisfaction of 
all interested parties. 

 
In relation to this Policy, a complaint is defined as an expression of dissatisfaction, however made, by 
a person or persons, with a legitimate interest in Everton Free School & Football College but not 
being employed at Everton Free School & Football College or the Governing Body, about the 
standard of teaching of members of the teaching staff, or about the conduct, actions or omissions of 
members of the support or teaching staff employed at Everton Free School & Football College. 
Complaints may be made directly or anonymously. Anonymous complaints will be left to the 
Principal’s discretion to decide whether the gravity of the complaint warrants its investigation. 

 

Note: Complaints made by staff should be dealt with via Everton Free School & Football College 
Grievance Policy. 

 

Aims 

 
The main aim at all stages will be to secure that the complaint is fully considered and is resolved to the 
satisfaction of the complainant or that a clear decision is issued which will enable the complainant, the 
Principal and the Governing Body to consider how, if at all, the matter should be taken further. 

 

Complaint Handling 

 
Individuals may approach Everton Free School & Football College with concerns or problems which 
can be resolved through discussion without the individual wishing to register a formal complaint. In all 
instances, it will be clearly established if an individual wishes to register a complaint before invoking 
this Policy. Every effort should be made to address concerns and problems without recourse to this 
Policy. It is anticipated that the vast majority of concerns will be satisfactorily dealt with in this way. 
Where a complaint is registered the following stages are to be applied. 

 

Informal Stage 
 

At the first stage the complainant should raise their complaint directly with the person whose actions 
or behaviour it is about. If this does not result in a satisfactory resolution, the complaint should be 
raised with the Principal making clear that it is a complaint. 

 
A degree of discretion by the Principal should always be allowed in dealing with complaints. It may not 
be appropriate in all situations to advise all complainants to put their concerns in writing. In some 
cases this would over formalise the situation which would have the effect of pushing people into 
defensive and possibly entrenched positions for which it would be difficult to achieve a resolution. On 
the other hand, requesting a complainant to commit their concern to paper may help to clarify the 
issue. 

 

If a complaint is put in writing and sent to Everton Free School & Football College (by post or by 
email), it should be addressed either to the Principal or Deputy Principal. The complaint will be 
logged, including the date it was received. Everton Free School & Football College will normally 
acknowledge receipt of the complaint within two working days of receiving it. In many cases this 
response will also report on the action Everton Free School & Football College has taken to resolve 
the issue. Alternatively, a meeting may be convened to discuss the matter further. This meeting will 
normally take place within five working days of the receipt of the written complaint but in any case 
within no more than ten working days. 
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Colleagues to whom the complaint has been referred by the Principal have a duty to inform the 
Principal if any issue is not resolved after discussions and careful explanation to the complainant. In 
some circumstances, the Principal will refer complainants to the appropriate member of the 

Leadership Team. In the absence of the Principal, urgent complaints will be dealt with by the Deputy 
Principal. 

 

Further attempts to resolve the issue informally, if not achieved by discussions with senior staff, might 
involve the discussion of the matter by the complainant with the Principal. However, it is not 
appropriate for complainants to keep being asked to return for further informal discussion. If the issue 
remains unresolved to the complainant’s satisfaction, he/she should be advised of the avenues 
available to enable the complaint to the resolved formally. Those dealing with complaints should 
consider whether or not to invite to the informal discussion any staff member named as involved in the 
matter. However, hostile confrontation and entrenched defensive positions will not aid resolution of the 
problem, and should be avoided. 

 
Senior staff will use their professional judgement in sharing with staff information concerning 
complaints. However, a member of the teaching staff or support staff has a right to be informed if a 
serious complaint is made against him or her, and may wish to consult their professional association 
or legal advisor in defending themselves. 

 

Outcome of the Informal Stage 
 

When these informal processes have been exhausted, complainants should be informed clearly by 
the Principal either, that the matter about which the complainant had raised concerns had been dealt 
with by senior staff within the context of established Everton Free School & Football College policies 
and procedures; or he/she will take steps to resolve the complaint within his/her management remit; 
or he/she will refer the matter to the Governing Body if the nature of the complaint merits that course 
of action in their professional judgement. In determining which course of action to take, the Principal 
may consult the Chair of Governors. Complainants will be given a summary of the outcome. 

 

Formal Stage 
 

If, on being informed, complainants remain dissatisfied, they should be advised by the Principal that 
they have the right to make a formal complaint to the Governing Body. This should be done in writing 
to the Chair of Governors within seven working days of the date of notification. The Chair will decide 
whether the complaint should be dealt with by letter or by a formal meeting. If the Chair decides to 
convene a formal panel meeting, complainants will be advised that they may if they wish have 
someone of their choice to accompany and assist them at the formal meeting. 

 
The panel will be made up of 3 members, one of whom is independent of the management and 
running of the School and who have not been directly involved in the matters detailed in the 
complaint. 

 
The Chair of Governors will respond within 10 working days. If a panel hearing is called, this will be 
held within 20 working days of notifying the Chair of Governors of a complaint. 

 

A copy of the findings and recommendations will be sent by electronic mail or otherwise given to the 
complainant and, where relevant the person complained about and available for inspection on the 
School premises by the proprietor and the Principal. 

 

Presence of Students at Formal and Informal Meetings 
 

An important purpose of Everton Free School & Football College is to provide a high standard of 
education and pastoral care for all its students. However, it is unlikely that the resolution of a 
complaint within these guidelines will be assisted by the presence of students at any meeting 
between the Principal, other staff and the complainant. A meeting which required the presence of a 
student would only be one at which confidential matters or issues relating to named members of staff 
were not discussed. Senior staff are advised to consult parents if their child is required to clarify facts 
concerning a complaint and ensure that students do not participate in discussion where they might 
witness confrontations between adults. 
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Complaints about the Principal 
 
Complaints about the Principal should be made in writing to the Chair of Governors for initial 
consideration, addressed to the Clerk to the Governors at Everton Free School & Football College 
address. He/ She will decide whether to deal with it personally, or convene a Sub-Committee of the 
Governing Body using the same timings as per the Formal Stage above. 

 

Complaints about the Governing Body 

 
Complaints can be taken to the Secretary of State on the grounds that a Governing Body is acting or 
proposing to act unreasonably or on the grounds that either has failed to discharge its duties under 
the Education Act. 

 

Complaints made to the Governing Body 

 
The Governing Body is responsible for the overall conduct of Everton Free School & Football 
College. In the event of complaints being received by the Governing Body from parents and others, 
governors should refer the complainant to this Policy or invoke this Policy if the matter relates to the 
Principal. 

 

Dealing with Complaints through Ofsted 

 
The Education (Investigation of Parents’ Complaints) (England) Regulations 2007 brought in a new 
procedure for dealing with parents’ complaints through Ofsted. The regulations set out what 
complaints can be investigated by Ofsted as qualifying or non-qualifying complaints. Ofsted cannot 
investigate a parental complaint until the parent has exhausted all internal methods and appeals. 
However, the Chief Inspector has the discretion to waive this restriction 

 

On-Going Complaints 
 

If properly followed, this procedure will limit the number of complaints that become protracted. 
However, there will be occasions when, despite all stages of the procedures having been followed, 
the complainant remains dissatisfied. If the complainant tries to reopen the same issue, the Chair of 
Governors will inform them in writing that the procedure has been exhausted and that the matter is 
now closed. 

 

Complaints Review 

 
The Principal and the Senior Leadership Team will monitor the level and nature of complaints and 
review the outcomes on a regular basis to ensure the effectiveness of the procedure and make 
changes where necessary. Reports on the level and nature of the complaints will also be made 
available to the Governing Body and Chair of Governors to also inform performance monitoring and 
procedural review. 

 

Note: Correspondence, statements and records relating to individual complaints will be kept 
confidential except where the Secretary of State or a body conducting an inspection under section 
163 of the 2002 Act requests access to them. 

 

Written Records 

 
Written records of all complaints, indicating whether they are resolved at the preliminary stage or 
whether they proceeded to formal panel will be held centrally by the Administration Manager. 
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Monitoring, Evaluation and Review 
 

The Principal will report the effectiveness of all policies as a regular feature of the termly updates to 
governors. It is expected that governors will challenge the School to ensure policies are relevant, up 
to date and implemented appropriately and consistently. This reporting will be informed through 
monitoring and evaluation on a regular basis by the Senior and/or Extended Leadership Team. Views 
of stakeholders will also be sought through on-going consultation events, questionnaires, team 
meetings, training and informal discussion. The review of policies will be embedded within the 
School’s self-evaluation process and will be related to the strategic development plans of the School. 
The review cycle will ensure that every policy is checked at least once in a 2 year period. The 
effective monitoring of policies will involve each member of the Senior Leadership Team being 
allocated specific responsibility for reporting back the monitoring, evaluation and review of certain 
policies. This policy is allocated to the Principal, Richard Cronin.   


