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	Applies to
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1. Purpose and scope
This policy sets out how Nuqtah Primary School (“the School”) handles complaints from parents of pupils. It meets the ‘Manner in which complaints are handled’ standard (Part 7) in the Education (Independent School Standards) Regulations 2014 and provides a clear, three‑stage process: Stage 1 informal resolution; Stage 2 formal written complaint; Stage 3 independent panel hearing.
A “parent” includes a parent, carer or person with parental responsibility.
This policy does not apply to matters with separate statutory procedures (e.g. admissions, exclusions, child protection/safeguarding allegations, whistleblowing, staff grievances).
Complaints about the Headteacher should be addressed to the Chair of Governors/Proprietor at Stage 2.
Complaints relating to EYFS provision include additional requirements (see section 9).
2. Principles
Fairness, timeliness and transparency: clear timescales; reasons provided for decisions.
Accessibility: complaints may be made in person, by phone, email or in writing. Reasonable adjustments will be offered to remove barriers to communication.
No detriment: pupils and complainants will not be penalised for raising concerns in good faith.
Confidentiality: correspondence, statements and records are kept confidential except where disclosure is required by law or requested by the inspectorate.
3. Overview of stages and timescales
	Stage 1 – Informal
	Raise with class teacher or relevant member of staff. Acknowledge within 3 school days and aim to resolve within 10 school days.

	Stage 2 – Formal (written)
	Write to the Headteacher (or Chair if about the Head). Acknowledge within 3 school days. Investigation and written outcome within 15 school days.

	Stage 3 – Independent panel hearing
	Request a panel within 10 school days of Stage 2 outcome. Hearing scheduled as soon as practicable and normally within 20 school days. Written findings and recommendations sent within 10 school days of the hearing.


4. Stage 1 – Informal resolution
Parents should raise concerns promptly with the class teacher or the member of staff most directly involved. Many concerns can be resolved quickly and informally.
If the parent remains dissatisfied, they may request a discussion with the relevant senior leader or the Headteacher.
The School will acknowledge the concern within 3 school days and aim to resolve within 10 school days. Where further time is needed (e.g. staff absence or school holidays), the School will explain the reason and give a revised timescale.
5. Stage 2 – Formal written complaint
Submit the complaint in writing to the Headteacher using the Complaint Form (Appendix A) or by email/letter. If the complaint concerns the Headteacher, address it to the Chair of Governors/Proprietor (via the office).
Acknowledgement will be sent within 3 school days, confirming the investigating officer and the next steps.
The School will carry out a proportionate investigation, which may include meeting the parent to clarify the complaint and the resolution sought. The School will normally complete the investigation and provide a written outcome within 15 school days.
The written outcome will summarise the complaint, the steps taken to investigate, the decision with reasons, and any actions the School will take.
If the parent is not satisfied, they may write to the Clerk to request progression to Stage 3 within 10 school days of the Stage 2 outcome.
6. Stage 3 – Independent Complaints Panel
A panel of at least three persons will be appointed by or on behalf of the Proprietor. None will have been directly involved in the matters detailed in the complaint; at least one will be independent of the management and running of the School.
Parents are entitled to attend and to be accompanied (e.g. by a friend or supporter).
The Clerk will acknowledge the request within 3 school days and propose hearing dates; the hearing will be scheduled as soon as practicable and normally within 20 school days.
At least 5 school days before the hearing, the Clerk will circulate the agenda and the evidence bundle (parent’s submission; School response; key documents).
The Panel Chair will conduct the hearing fairly and without undue formality. The usual order is: introductions; parent presentation and questions; School presentation and questions; panel questions; summing up; panel private deliberation.
The panel will consider the complaint on the balance of probabilities. It may uphold the complaint in whole or part, or dismiss it. It will make findings and may recommend actions.
Within 10 school days of the hearing, the Clerk will send the panel’s written findings and recommendations to: the parent; the Headteacher; and, where relevant, the person complained about. A copy will be available for inspection on the school premises by the Proprietor and Headteacher.
7. Records, confidentiality and availability
The School will keep written records of formal complaints and panel hearings, including whether they were resolved following Stage 2 or proceeded to Stage 3, and any actions taken by the School as a result.
Correspondence, statements and records relating to individual complaints will be kept confidential except where disclosure is required by law or requested by a body conducting an inspection under sections 108 or 109 of the Education and Skills Act 2008 (e.g. Ofsted/ISI).
An anonymised log of the number of formal complaints registered during the preceding school year will be available to parents on request.
8. Reasonable adjustments, safeguarding and vexatious behaviour
The School will make reasonable adjustments for accessibility (e.g. interpreters, alternative formats).
Safeguarding: concerns that indicate a child may be at risk of harm will be handled under the School’s Safeguarding Policy and reported to the Designated Safeguarding Lead and external agencies as appropriate.
Unreasonable or serial complaints: where a complainant behaves unreasonably (e.g. persistent, harassing or abusive contact), the School may implement a communications plan or cease correspondence, in line with our ‘Unreasonable Behaviour’ guidance, while ensuring access to the panel stage remains available.
9. Early Years Foundation Stage (EYFS) requirements
For complaints that relate to the School’s fulfilment of the EYFS requirements, the School will investigate and notify parents of the outcome of the investigation within 28 days of receipt.
Records of EYFS complaints will be kept for at least 3 years and made available to Ofsted on request.
Parents will be provided with information about how to contact Ofsted regarding EYFS matters should they wish to do so.
10. Timescales and ‘school days’
All timescales in this policy refer to term‑time school days. Where a complaint is received near the end of term or during school holidays, timescales may be extended. The School will keep parents informed of revised timeframes.
11. Roles and responsibilities
Complainant (parent): raises concerns in good faith; cooperates with the process; treats staff with respect.
Investigating officer: conducts a fair, proportionate enquiry; seeks resolution; maintains records.
Clerk to the Panel: administers Stage 3; communicates with parties; collates and circulates papers; takes minutes; issues the decision letter.
Panel members: act impartially; consider evidence; decide on findings and recommendations.
12. Associated policies
Safeguarding and Child Protection Policy
Behaviour Policy
Whistleblowing Policy
SEND Policy
Unreasonable Behaviour/Managing Serial Complaints Guidance
13. Contacts & Submissions
Headteacher: Ifsheen Akhtar Email: Headteacher@Nuqtahprimaryschool.org.uk
Clerk to the Governors/Proprietor: Email: info@Nuqtahprimaryschool.org.uk
Chair of Governors/Proprietor (for complaints about the Headteacher)  Contact via Clerk
Ofsted/ISI contact details (as applicable to the School’s inspectorate): see school website or request from the office.








Appendix A – Complaint Form (Stage 2)
	Your name
	



	Pupil’s name and class
	



	Your relationship to the pupil
	



	Preferred contact details
	



	Summary of complaint (with dates)
	









	What outcome are you seeking?
	








	Have you already spoken to a member of staff? If so, who and when?
	








	Are there any reasonable adjustments you require to access this process?
	








	Signature and date
	



Appendix B – Request for Independent Panel (Stage 3)
	Your name
	



	Pupil’s name and class
	



	Date of Stage 2 outcome letter
	




	Grounds for requesting a panel hearing
	






	Any reasonable adjustments required
	






	Representative/companion name (if any)
	





	Signature and date
	




Appendix C – Panel Procedure (summary)
The Clerk proposes a panel membership and hearing date(s); ensures at least one panel member is independent of the management and running of the School.
At least 5 school days before: circulate agenda and bundle; confirm who will attend; share any witness lists.
During the hearing: both parties present their case and may be asked questions; the Chair ensures proceedings are fair, accessible and non‑adversarial.
After the hearing: the panel deliberates in private; the Clerk issues the panel’s findings and recommendations in writing within 10 school days.
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