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Our aims 

St. Anne’s CE Primary School aims to establish and promote a close relationship with all 

parents, in the interests of their children. We recognise that children will feel more secure 

when they receive consistent messages from both home/school.  

 

Parents’ views about our school are welcomed, including the expression of any serious 

concerns. At the same time we undertake to inform parents as soon as possible about any 

issues of concern to the school, so that we can work together to resolve them. 

 

What we do to avoid concerns arising 

 

At St. Anne’s we work closely with parents in order to keep them informed on all aspects of 

school life. We have: 

 an open-door policy 

 staff available in the mornings and after school to provide parents with the 

opportunity to mention any concerns. 

 weekly newsletters to provide key information and reminders. 

 parents consultations each term to discuss your child’s progress and how we can work 

together to give the best support. 

  a written report for parents about their child once a year 

 Termly Headteacher updates focused on how we are progressing as a school 

 a regularly updated website. 

 

 

How we respond to a concern raised by a parent 

 

At St. Anne’s, we are committed to responding to a parental concern as speedily and as 

sensitively as possible, in order to resolve the issue promptly. Most concerns are resolved 

quickly by talking initially to the class teacher. Parents who wish to discuss a concern with 

the Headteacher are asked, wherever possible, to make an appointment in advance, so that 

sufficient time and attention can be given to the matter. We will respond to letters of concern 

within three school days and keep parents informed at all stages if the matter cannot be 

resolved immediately. 

 

 

 

 

 



How we plan to improve our practice 

 

We keep a record of all complaints so that we are informed about: 

 the nature of complaints 

 the time taken to resolve each complaint 

 the measures adopted to resolve each complaint. 

 

 

The Headteacher and senior staff will review this record on a regular basis, to enable 

consideration to be given to any underlying issues which need to be addressed by the school 

and the governing body. 

Any formal complaint made to a complaints panel of the governing body will be reported, in 

outline only to the next meeting of the full governing body. 

 

Advice is sought from Durham LA and as a Church of England School, also from the London 

Diocese. 
 
 

IF YOU HAVE A COMPLAINT OR CONCERN: PARENTAL GUIDANCE 

 

St. Anne’s Church of England Primary School wants our children to do well and be happy. 

We recognise that you as a parent or guardian play an important part in making this happen. 

We aim to provide as many opportunities to keep you informed and involved in your child’s 

progress as we possibly can - with regular parents evenings, reports, and visits all helping the 

process. Questions and concerns are normally dealt with quickly and helpfully. 

However, we recognise there are times when things go wrong, when concerns continue and 

differences of opinions develop. These can usually be resolved by speaking to the right 

person. 

 

 

WHAT TO DO FIRST 

 

Remember there is often more than one view about an incident or situation. For example, 

your child may well be telling the truth but it may not be the whole story. When you are clear 

in your own mind as to what you believe has happened, you then need to speak to your 

child’s class teacher. 

It may be possible for you to see the teacher straight away but usually it is better to make an 

appointment where you can sit and talk things through calmly. Investigating concerns takes 

time and answers are not always readily available. Further steps may need to be taken by the 

teacher to solve the problem. 

 

WHAT TO DO NEXT 

 

If, however, you are still unhappy, ask for an appointment with the Head Teacher. It is 

helpful to give a brief outline of your concern when arranging the appointment; it often saves 

time. It is likely that you may not receive an answer immediately, as further investigations 

may need to be carried out. Every effort will be made to resolve the situation as soon as 

possible. 

 

 



IF YOU ARE STILL UNHAPPY 

 

The problem will normally be solved by this stage. However, if you are still not satisfied, the 

Chair of Governors or the school will tell you how to make contact with a Governor who may 

help to resolve the problem informally, possibly by arranging a 

meeting between those involved 

If after this you are still not satisfied, then you should ask for a copy of the school’s 

complaints procedure. 

 

Informal stage 

All attempts will be made to resolve parental complaints as quickly as possible using 

informal channels. 

Parents will be encouraged to discuss the matter with the member of staff involved or the 

class teacher. 

Depending on circumstances, the Headteacher will also be involved in resolving 
complaints, particularly those which are referred to the school by the Education 

Services Department. 

Where it is clear that parental dissatisfaction continues, the parents will be advised to make 

contact with the Chair of Governors. 

 

Formal Stage 

A Panel of Governors will meet only when it is clear that all informal channels have 
been exhausted and where the parents request a formal hearing of their complaint. 

A panel of Governors will be convened, the panel to elect its own Chair. 

Any teacher Governor of the school staff will be excluded from the pool. 

The panel of Governors will meet to consider and determine formal parental complaints 

made concerning the conduct of the school and will have delegated authority to make 

decisions on behalf of the Governing Body as considered appropriate. 

The decisions will be made by a simple majority decision of the panel and will be 
binding upon the Governing Body. 

Arrangements for the hearing are at the discretion of the Chair of the Committee, i.e. 
the complainant may be heard first followed by the complained against separately. 

The procedure for the hearing should be as follows: 
1. Those making the complaint will speak first. 

2. The panel will ask relevant questions of the complainant. 

3. Those complained against will speak next. 

4. The panel will ask relevant questions to obtain information from the person 

complained against. 

5. Following the panel’s questions, those making the complaint and then those 

complained against will each be given the opportunity to make a short 

concluding statement. 

6. All parties will be asked to withdraw and the panel will then reach its decision. 

This should be communicated in writing to both parties within 3 days of the 

meeting of the panel. The panel convened to hear the complaint will comprise the same 

Governors throughout in the unlikely event of more than one session being required, for 

example, because more information is requested. 

The panel should meet within a reasonable and practical period of time from the date of 

receipt of the formal complaint. If possible this should be within 15 school days. 



The panel will invite those who have made the complaint and those who are complained 

against each to submit a written statement prior to the hearing. All written information 

provided in this way will be circulated to all members of the panel in advance of the meeting. 

Both parties will also be invited to attend the hearing, if they so wish, and to be accompanied 

by a friend or colleague. Both parties should inform the Governing Body of their intentions. 

Depending on particular circumstances, the panel may call upon other relevant parties to 

provide information. The meeting of the panel will be attended by the Clerk to the Governing 

Body and the decision, together with the reasons for it, should be communicated in writing to 

both parties within three school days and to the next meeting of the full Governing Body. 

Since the decision of the Governors’ panel will be binding on the Governing Body, there is 

no appeals procedure and no record will be kept on personal files, unless in the opinion of the 

Governing Body further action is required under agreed employment procedures. 

The panel may invite an officer of the Local Authority with appropriate expertise or 

Durham Diocese to attend throughout in an impartial capacity, for advisory purposes. The 

officer will not be one who has previously been involved in the case under consideration. 


