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Bishop Ramsey Church of England School Complaints Policy 

 
"When their fathers or mothers or brothers and sisters complain to us, we will say to them,   
  do us a kindness by helping them"                                                          Judges 21:22 
 
 
At Bishop Ramsey we aspire to high standards of communication with parents, 
students and our neighbours. We wish to be known as a caring community. However 
we accept that, despite our best intentions, we do, on occasions make mistakes or 
fail to communicate well. If you feel that you or your child has been treated poorly 
then we encourage you to express your concern or complaint.  
 
We undertake to do our best to deal with your complaints courteously, seriously, 
efficiently and fairly. 
 
If you as parents /carers are worried about anything or have a complaint about any 
aspect of your son/daughters education at Bishop Ramsey please contact the 
relevant member of school staff in the first instance who will discuss your concern 
informally with you. In most cases this is likely to be the member of staff directly 
involved who will try to resolve the matter as quickly as possible. 
 
You can: 

 Write  

 Email 

 Telephone 
or  

 Visit us after making an appointment 
 
Please remember that we will need to know the following information: 
 

 What happened 

 When it happened 

 Who was involved 

 What you would like us to do to help 
 
If your concern is very urgent and requires immediate action, please telephone the 
school office and you will be put in contact with a senior member of staff.  
 
It is important that you always keep a record of the contact you have made with us. 
The school will do the same. 
 
Our aim will be to resolve the issue promptly and to your satisfaction. 
We will: 

 Investigate 

 Explain the reasons for our actions and the steps that have been taken to 
ensure that it will not happen again 

 Apologise if necessary 
 
If you are not satisfied with the outcome, please contact the Complaints Manager in 
writing who will acknowledge your concern as soon as possible prior to further 
investigation. This will trigger our Formal Complaints Procedure, which is outlined 
below. 
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Formal Complaints Procedure 
 
If your informal attempts to resolve a complaint prove unsuccessful, or if you feel that 
your complaint is sufficiently serious to need to be addressed formally, you need to 
proceed as follows: 
 

1. Complete a Complaint Form, which can be found as Annex B in this policy.  If 
you require a form to be posted to you please contact the Complaints 
Manager whose contact details are set out below.   Please return the 
completed form via email or post to the Complaints Manager. 

2. Your completed form will be acknowledged promptly. 
3. After the receipt of the completed form, the Complaints Manager will contact 

you to discuss the matter.  
4. The Complaints Manager will carry out an investigation.  This may include 

gathering evidence by speaking to witnesses. The school reserves the right to 
protect the identity of witnesses where this is necessary to comply with 
safeguarding procedures.   

5.  A report will be compiled detailing the original complaint, any informal action 
that was taken, the evidence provided by witnesses and the conclusions. 

6. The Complaints Manager will contact you again to discuss the findings of their 
investigation.  

 
Whenever possible this process should be completed within ten school days. 
 
If you are dissatisfied with the outcome, you should contact the Head Teacher within 
five school days who will discuss your complaint with you in person.  This meeting 
will take place within five school days of the request. The Headteacher will then notify 
you of their decision in writing within five school days of the meeting. 
 
If after meeting with the Head Teacher you are still dissatisfied with the outcome, you 
should write within ten school days of the meeting with the Headteacher to the Clerk 
to the Governors via the school office who will arrange for a meeting with the Appeals 
Panel. The Appeals Panel will consist of two Governors and an independent member 
who will usually be the Headteacher of a local school. 
 
The Appeals Panel will hear the complaint after the Governing Body has received a 
written request from the clerk. Copies of all documents will be sent to everyone 
involved before the meeting. Whenever possible this process should be completed 
within fifteen school days. 
 
To contact the Complaints Manager: 
Phone: 01895 639227        Email: complaints@bishopramseyschool.org 
Write: Bishop Ramsey CE School, Hume Way, Ruislip, Middx. HA4 8EE 
 
If your complaint is about the Head Teacher, please write to the Chair of 
Governors via the school office directly marking it ‘Strictly Confidential’.   
 
If you still feel that the matter has not been resolved to your satisfaction, you can 
contact the Education Funding Agency (EFA) who deals with complaints about 
academies.  Contact details below: 
 
Academies Central Unit, 
Education Funding Agency,  
Earlsdon Park, 
Butts Road, Coventry, CV1 3BH. 
Email:  academyquestions@efa.education.gov.uk  
 

 

mailto:academyquestions@efa.education.gov.uk
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ANNEX A (to be sent with the Complaint Form – Annex B) 
 
Appeals Panel  

 
The Appeals Panel will be made up of 2 Governors with delegated powers from the 
Governing Body to hear complaints and one independent member.  The independent 
member will usually be the Headteacher of a local school.  The panel will choose 
their own chair. 

 
The procedure adopted by the panel for hearing appeals is part of the school’s 
complaints procedure.   

 
The remit of the Appeals Panel 
 
The aim of the Appeals Panel, which will be held in private, will always be to resolve 
the complaint and achieve reconciliation between the school and the complainant. 
 
The panel can: 
 

 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 that 

problems of a similar nature do not recur. 
 
The Appeals Panel must try to: 
 

a. Be independent and impartial and be seen to be so.  No governor may sit 
on the panel if they have had a prior involvement in the complaint or in the 
circumstances surrounding it.  In deciding the make-up of the panel, 
governors need to try and ensure that it is a cross-section of the 
categories of governor and sensitive to the issues of race and gender.  

 
b. Ensure that the proceedings are as welcoming as possible.  The layout of 

the room will reflect this and the tone will be informal and not adversarial.   
 

c. Take extra care when the complainant is a child.  The Appeals Panel will 
be aware of the views of the child and give them equal consideration to 
those of adults.  Where the child’s parent is the complainant, the parent 
will be given the opportunity to say which parts of the meeting, if any, the 
child needs to attend.   

 
Roles and Responsibilities 
 
The Role of the Clerk to the Governors 
 
The clerk will be the contact point for the complainant and be required to: 
 

 set the date, time and venue of the meeting, ensuring that the dates are 
convenient to all parties and that the venue and proceedings are 
accessible; 

 collate any written material and send it to the parties in advance of the 
meeting; 

 meet and welcome the parties as they arrive at the meeting; 
 record the proceedings; 
 notify all parties of the panel’s decision. 
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The Role of the Chair of the Appeals Panel 
 
The Chair of the Appeals Panel will ensure that: 

 
 the remit of the panel is explained to the parties and each party has the 

opportunity of putting their case without undue interruption; 
 the issues are addressed;  
 key findings of fact are made;  
 parents and others who may not be used to speaking at such a meeting 

are put at ease;  
 the meeting is conducted in an informal manner with each party treating 

the other with respect and courtesy; 
 the Appeals Panel is open minded and acting independently;   
 no member of the panel has a vested interest in the outcome of the 

proceedings or any involvement in an earlier stage of the procedure;  
 each side is given the opportunity to state their case and ask questions; 
 written material is seen by all parties.  If a new issue arises all parties will 

be given the opportunity to consider and comment on it. 
 
 
What will happen at the meeting 
 

 The meeting is as informal as possible. 

 Witnesses are only required to attend for the part of the meeting in which they 
give their evidence.  

 After introductions, the complainant is invited to explain their complaint, and 
be followed by their witnesses.  

 The head teacher or his/her representative may question both the 
complainant and the witnesses after each has spoken. 

 The head teacher or his/her representative is then invited to explain the 
school’s actions and be followed by the school’s witnesses.  

 The complainant may question both the head teacher or his/her 
representative and the witnesses after each has spoken. 

 The panel may ask questions at any point.  

 The complainant is then invited to sum up their complaint. 

 The head teacher or his/her representative is then invited to sum up the 
school’s actions and response to the complaint. 

 The chair of the panel explains that both parties will hear from the panel 
within a set time scale.  

 Both parties leave together while the panel decides on the issues. 
 
 
Notification of the Appeal Panel’s Decision 
 
The chair of the Appeal Panel will notify the complainant of the panel’s decision, in 
writing, with the panel’s response; this is usually within 15 days.  The letter will 
explain any further right of appeal to the Education Funding Agency (EFA). 
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ANNEX B 
 

COMPLAINT FORM 
 

Please complete and return to Mrs C Watson (Complaints Manager) who will 
acknowledge receipt and explain what action will be taken. 
 

Your name: 
 
 

Pupil’s name: 
 

Your relationship to the pupil: 
 

Address: 
 
 
 
 
Postcode: 
 
Day time telephone number: 
 
Evening telephone number: 
 
Email address: 
 

Please give details of your complaint. 
 
 
 
 
 
 
 
 
 
 
 
  

What action, if any, have you already taken to try and resolve your complaint? 
(Who did you speak to and what was the response?) 
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What actions do you feel might resolve the problem at this stage? 
 
 
 
 
 
 
 
 
 
 
 

Are you attaching any paperwork? If so, please give details. 
 
 
 
 
 
 
 
   

 
Signature: 
 
 
Date: 
 
 

Official use 
 
Ref. No. 
 
Date acknowledgement sent: 
 
 
By who:  
 
 
 
 
Complaint referred to: 
 
Date:  
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Annex C 
 
 
TIMESCALE FOR FORMAL COMPLAINTS PROCEDURE 
 
 

Day Action 
 

Timescale 

 Complainant obtains a form either by downloading the Complaints Policy 
containing the form from the school website or by contacting the Complaints 
Manager, who will post a form within 2 days of the request.  The form can then 
be returned via email or post 
 

0 Complaints Manager acknowledges receipt of 
completed form  
 

On day of receipt of 
completed form 

10 Complaints Manager carries out investigation 
and contacts complainant to discuss findings 
 

Within 10 school days 

15 Written request from dissatisfied complainant for 
a meeting with the Headteacher to be received 
by the Headteacher 
 

Within 5 school days of 
discussion with 
Complaints Manager 

20 Complainant meets with Headteacher Within 5 school days of 
receipt of request 
 

25 Complainant is notified of Headteacher’s 
decision in writing 

Within 5 school days of 
meeting with Headteacher 
 

30 Written request from dissatisfied complainant for 
a meeting of the Appeals Panel to be received 
by the clerk to the GB 
 

Within 10 school days of 
meeting with Headteacher  

45 Meeting of the Appeals Panel to consider 
complaint 
 
10 days notice of the Appeals Panel meeting will 
be given to all parties 
 

Within 15 school days of 
receipt of request  

60 Complainant is notified of Appeals Panel’s 
decision in writing 
 

Within 15 school days of 
the Appeal Panel meeting 

 
 
If the complainant feels the matter has still not been resolved to their satisfaction they 
may contact the Education Funding Agency (EFA) whose contact details can be 
found on Page 2 of this policy. 
 
 


