
 

 

 
 

 
Parents’ Guide 

 
This guide is to help you if you wish to make a complaint about something 
that has happened at school. You can get a copy of the full complaints 
procedure from the school office. 

 
The main stages of a making a complaint are: 

 
1. Informal – Speak to the classteacher 
2. Informal – Speak to the Headteacher 
3. Formal – Written complaint to the Headteacher 
4. Formal – Refer the complaint to the Local Authority 

 
 
 

What to do if you have a complaint 
 

September 2014 



This is a step by step guide to making a complaint. Further details can be found in 
the school’s complaints procedures. A copy can be obtained from the school 
office. 
 
 

Step 1 – Informal 
 
Please start by telling the class teacher about your concern. This is usually the best 
and quickest way of resolving issues. We recommend that you make an 
appointment to speak to the class teacher as soon as possible as this will give both 
parties the opportunity to talk about the issue in an appropriate manner and 
without being interrupted. School is a busy place and it may not be possible to offer 
an appointment straight away. The purpose of this meeting should be to establish 
the nature of the concern and to seek a realistic resolution to the problem. 
 
 

Step 2 – Informal 
 
If you are not satisfied with the outcome of discussions with the class teacher, 
please ask for an appointment to meet with the Headteacher. The purpose of this 
meeting should be to establish the nature of your concern, what has been discussed 
with the class teacher so far and any actions arising from the initial meeting. It is in 
everyone’s interest, particularly the child’s, for concerns to be sorted out quickly 
and smoothly. However, it may be that the Headteacher will need to look into what 
has happened since the initial meeting before they can suggest how your concern 
might be resolved. 
 
 
It is hoped that most problems will have been resolved at this stage through the 
informal process. 
 
 
If you are still unhappy with the outcome after speaking with the class teacher and 
then the Headteacher, then you may wish to continue to the formal stage of the 
complaints procedure. 
 
 
 
 

 
 



Step 3 – Formal letter of complaint 
 
If you feel that the issue you have raised has not been resolved through the informal 
process and you wish to pursue it further you may raise it through the formal 
procedure. To do this you must write a formal letter of complaint to the 
Headteacher. Your letter should set out clearly the concern which has previously 
been discussed and why you feel that the issue is unresolved. It is also helpful if you 
can set out in your letter what resolution you are seeking. 
 
Moving to the formal complaints procedure is a serious step. In consideration of 
future home/school relationships everyone concerned will need to concentrate on 
finding a resolution to the issue and negotiate an agreement as to how this can best 
be achieved. 
 
 

Step 4 – Formal letter of complaint 
 
If you believe that the school has not properly followed the complaints procedure or 
has not acted fairly or reasonably in responding to your complaint you may refer the 
matter to the Local Authority. The LA has no legal right or duty to deal with most 
complaints about schools but will provide advice to the parent and governing body 
about unresolved complaints. You will need to write to the LA giving the details of 
your complaint, what action you have already taken to try and resolve your 
complaint and attach a copy of the written response from the school. The LA will 
come to a recommendation – either that a thorough investigation has been fairly 
undertaken by the school and an appropriate response has been made or that the 
complaint merits further investigation (and will be referred back to the school). The 
LA will notify you in writing of the recommendation and what will happen next. 
 
On conclusion of Step 4, you may ask for your complaint to be heard by a committee 
of the governing body. Finally, if on conclusion of all 4 steps of this procedure you 
feel that the school’s governing body and/or the LA has acted unreasonably you may 
make a complaint in writing to the Secretary of State for Education. 

 
 
 
 
 
 
 
 



Complaints Flowchart 
 
 
 

Frequently Asked Questions 
 
Can I complain to Suffolk County Council? 
Yes, but only after you have been through the complaints procedure. If you go 
straight to SCC, they will refer you back to school. SCC will investigate whether your 
complaint has been investigated correctly. They will either agree with the school’s 
findings or refer the matter back to school for further investigation. 
 
Can I complain to OFSTED? 
No. OFSTED do not investigate parental complaints. 
 
What happens if I am not happy with the school’s response? 
If, after you have exhausted the complaints procedure, you are still dissatisfied, you 
may write to the Secretary of State for Education. This is for extremely serious 
complaints. 
 
Who wrote the complaints procedure? 
The complaints procedure is produced by Suffolk County Council and was adopted 
by the Governing Body of Glade Primary School in November 2010. 
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