
 
 
 

 
 
 
 
 
 
 

  
2025/202 6 

 

Complaints 
Procedure 

 

Full School including EYFS 
 



 

2 

 

IBSTOCK PLACE SCHOOL  
 
Complaints Procedure  
 
Full School including EYFS  

 

 

Scope  

This policy applies to parents  of  all pupils (age d 4 (EYFS) -  18) at Ibstock Place School 

(hereinafter ‘the School’) , as detailed in section 2.  

 

Roles and Responsibilities  

The Governing Body has a statutory responsibility to ensure that this policy is ratified and 

compliant, as set out in the Independent School Standards 201 4 (ISS). The Governing Body 

has  responsibility for the consistent application and implementation of this statutory policy 

across the School.  

 
Introduction  
 

1. Ibstock Place School has long prided itself on the quality of the teaching and 

pastoral care provided to its pupils. However, if parents do have a complaint, they 

can expect it to be treated by the School with care and in accordance with this 

Complaints Pr ocedure.  

 

1 What constitutes a complaint ?  

 

1.1 A complaint is any expression of dissatisfaction about actions taken, or a lack of 

action, by the School where a parent or other stakeholder seeks a different 

response . It may be about the School as a whole, about a specific department or 

about an individual member of staff .  

 

1.2 Complaints are treated seriously and confidentially. Parents should be confident 

that their child will not be penalised for a complaint that they raise.  

 

2 Application  

 

3.1  The Procedure provides guidelines for handling complaints from parents and will 

apply to any expression of dissatisfaction however made about actions taken, or 

lack of action, by the School where the parent seeks action by the School.  

 

3.2  In accordance with paragraph 32(1)(b) of Schedule 1 to the Education (Independent 

School Standards) Regulations 2014, Ibstock Place School will make available to 

parents of pupils and parents of prospective pupils and provide, on request, to the 
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Chief Inspector, the Secretary of State or an independent inspectorate , details of the 

C omplaints Procedure and the number of complaints registered under the formal 

procedure during the preceding School year. This Complaints Procedure is available 

on the School's website and in the School office during the School day.  

 

3.3  Separate procedures apply if the Head  permanently excludes or requires a pupil to 

leave and the parents seek a Governors' Review of that decision.  

 

3.4  This Procedure applies to complaints from parents of current pupils, parents of 

former pupils and legal guardians if the complaint was initially raised when the pupil 

was registered at the School.  References to parents include any person who is not a 

parent, but who has parental responsibility for  a pupil. The School will not normally 

investigate anonymous complaints.  

 

3.5  Issues relating to public examination results will, in the first instance, be dealt with 

using the policy for appeals for GCSEs/ IGCSEs/ A - Levels/ Extended Project 

Qualification.  The Complaints P rocedure  will only be invoked once these 

procedures have been exhausted.  

 

3.6 Requests for financial awards, such as claims for compensation, damages or fee 

refunds, are beyond the scope of the School's C omplaints Procedures. All parents 

should be aware that regardless of the nature of a complaint and whether or not it 

is upheld, parents are not entitled to details of any related sanctions imposed on 

staff, pupils or parents.  

 

3.7  This Procedure describes a three - stage  procedure:  

 

(a)  Stage 1 -  Informal resolution of a complaint notified orally or in writing to a 

member of staff.  

 

(b) Stage 2 -  A formal complaint in writing to the Head . 

 

(c) Stage 3 -  A reference to the Complaints Panel.  

 

3 Management of complaints  

 

3.1 The Head  has appointed  the members of the School Executive,  the Co - Heads of the 

Prep School  and the Director of Sixth Form  as Designated  Persons to investigate and 

manage complaints . If the Delegated Persons are unavailable or are the subject of 

the complaint, duties will be carried out by the Head  or another senior member of 

staff.  

 

3.2 The main responsibilities of the Delegated Persons are to:  
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(a)  Be the first point of contact while the matter remains unresolved and keep 

records.  

 

(b) Co - ordinate the C omplaints Procedures in School.  

 

(c) Maintain an on - going training programme for all School employees in relation to 

complaints.  

 

(d) Monitor the keeping, confidentiality and storage of records in relation to 

complaints.  

 

(e) Report regularly to the Head  with respect to complaints.  

 

3.3 Every complaint notified to a member of staff will be duly noted, together with the 

action taken, on a standard form and e mailed to the Head ’s office  for filing.  

 

4 Timescales  

  

4.1 References to working days in this Procedure mean Monday to Friday, when the 

School is open during term time. The dates of terms are published on the School's 

website. In the event that the application of this definition is likely to introduce 

excessive de lays, due to intervening School holidays, the School's approach is to 

take sensible and reasonable steps so as to minimise any hardship or unfairness 

arising from such delays.  

 

4.2 Timescales for each stage of the C omplaints Procedure are set out below in the 

relevant paragraphs.  

 

4.3 Whenever possible, a complaint should be raised within three months of the inciden t, 

or where a series of associated incidents have occurred, within three months of 

these incidents . The School will, however, consider complaints made within up to 12 

months if exceptional circumstances apply. A complaint raised after three months 

should include details of the issues which led to the delay in it being raised.  

 

4.4 It is expected that the management of every complaint will progress in a timely 

manner. The School aims to resolve all complaints efficiently and promptly and 

parents are encouraged to bring any matter causing concern to the School's 

attention as soon as p ossible.  

 

4.5 Where there are exceptional circumstances resulting in a delay to the timescales for 

a stage of the C omplaints Procedure, the School will notify the parents and inform 

them of the new timescales as soon as possible.  
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4.6 If assistance at any stage of the process is required, for example because of a 

disability, please  inform the Bursar who will be happy to make appropriate 

arrangements.  

 

4.7 If a parent commences legal action against the School in relation to their complaint, 

the Head or the Chair of Governors will consider whether or not to suspend the  

C omplaints Procedure until these proceedings have been concluded.  

 
5 Stage 1 -  Informal resolution  

 

5.1 We expect that most complaints, where a parent seeks intervention, reconsideration 

or some other action to be taken, can be resolved informally. Examples might include 

a dissatisfaction about some aspect of teaching or pastoral care, or about 

allocation of  privileges or responsibilities, or about a timetable clash or some other 

aspect of the School's systems or equipment, or a billing error.  

 

5.2 Please raise the complaint initially as follows:  

 

(a)  Education issues: if the matter relates to the classroom, the curriculum or learning 

support, please speak or write to the Head of Faculty as appropriate.  

 

(b) Pastoral care: for complaints relating to matters outside the classroom, in the first 

instance , please speak or write to the relevant Head of Lower or Middle School, 

the Director of Sixth Form, the House Tutor or  the Head of House . 

 

(c) Disciplinary matters: a problem over any disciplinary action taken or a sanction 

imposed should be raised first of all with the member of staff who imposed it, and, 

if not resolved, with the H ead of House , Head of Lower/Middle School, the 

Director of Sixth Form  or Head of Faculty.  

 

(d) Financial matters: a query relating to fees or extras should be stated in writing to 

the Bursar.  

 

5.3 We will acknowledge an informal complaint by telephone, email or letter within 3 

working days of receipt, indicating the action that is being taken and the likely 

timescales. Such action may include an investigation and/or a meeting with the 

parent.  

 

5.4 Wherever appropriate, the School will ask the parent at the earliest stage what they 

think might resolve the issue.  

 

5.5 The parent will usually receive a response to the complaint within 15 working days of 

receipt of the complaint.  
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5.6 If the parent is dissatisfied with the response to the informal complaint , or in the event 

that the complaint cannot be resolved by informal means, the parent may make a 

formal complaint under Stage 2 of this procedure. It is expected that the 

management of every complaint can be progressed in a timely manner and, if 

parents are  dissatisfied. It is expected that a formal complaint will be made within 10 

working days of receipt of the School’s response to the informal complaint.  

 

6 Complaints about the Head  

 

6.1 The procedure for dealing with an informal complaint about the Head  is set out  

below:  

 

(a)  Parents may choose to raise complaints directly with the Head  if they feel that 

the matter is capable of resolution informally. The complaint may be raised orally 

or in writing. If in writing, the School will not automatically treat the complaint as 

a formal (Stage 2) complaint and the Head  will endeavour to resolve it informally 

under Stage 1 . 

 

(b) The Head  will acknowledge informal complaints within 3 working days and will 

seek to resolve the matter under Stage 1 by means of direct conversation or a 

meeting with the parents, usually to be held within 15 working days of the initial 

complaint . 

 

(c) If the parent is dis satisfied with the Head’ s response to the informal complaint or 

in the event that the complaint cannot be resolved by informal means, the parent 

may make a formal complaint under Stage 2 of this procedure.  

 

6.2 Alternatively, parents may choose to make their complaint about the Head  in writing 

to the Chair of the Governing Body (via the Bursar). In this case, the  complaint will be 

treated as a formal complaint under Stage 2 of this procedure.  

 

7 Stage 2 -  Formal Resolution  

  

7.1 Complaints will usually only progress to Stage 2 after first being considered at Stage 

1 and only then if the parent indicates that they intend to escalate the matter to the 

formal Stage. The formal complaint should be set out in writing with full details and 

sent with all relevant documents and full contact details , addressed to the Head  or 

to the Delegated Persons.  

 

7.2 Formal complaint s will be acknowledged by telephone or in writing within 3 working 

days, indicating the action that is being taken and the likely time scale.  

 

8 Investigation  
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8.1 The subject matter of the complaint will be investigated in the most appropriate 

manner which may include some or all of the following steps:  

 

(a)  Request by the Head  for a senior member of staff to act as “investigator”;  

 

(b) Request for additional information from the parent, including what they think 

might resolve the issue (if not already requested under Stage 1);  

 

(c) Request for a conversation and/or meeting with the parent personally and/or 

others who have  knowledge of the circumstances; and  

 

(d) Involvement of one or more Governors.  

 

8.2 Written records will be kept of all meetings and interviews held in relation to the 

complaint. Where the investigation has been delegated, the investigator will 

prepare a report on the investigation which will be considered by the Head . Personal 

data may be redacted and names anonymised or c iphered in line with data 

protection principles.  

 

9 Decision  

 

9.1 The Head  will notify the parent in writing of his/her decision, and the reasons for it, 

within 5 working days of the conclusion of the investigation. This will be within 20 

working days from the receipt of the formal complaint.  

 

9.2 In the Early Years Foundation Stage setting, parents will be notified of the outcome 

of the investigation within 28 calendar days of the complaint being received.  

 

9.3 If a parent is dissatisfied with the Head ’s decision, the parent can request that the 

complaint be referred to the Complaints Panel under Stage 3 using the procedure set 

out below.  

 

10 Complaints about the Head  

 

10.1 The procedure for dealing with a formal complaint about the Head  is set out below:  

 

(a)  The complaint should be put in writing to the Chair of the Governing Body (via the 

Bursar). The written complaint should include a copy of all relevant documents 

and full contact details and details of all the grounds of the complaint and the 

outcome desir ed.  

 

(b) The Chair of the Governing Body (via the Bursar) will acknowledge the complaint 

by telephone, email or letter within 3 working days of receipt and indicate the 

action that is being taken and the likely timescale. Such action may include an 

investigation and/or a meeting with the parent. The parent will receive a 
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response to the complaint within 20 working days from the receipt of the formal 

complaint.  

 

(c)  If the parent is dissatisfied with the response to the complaint, the parent can 

request that the complaint be referred to a Complaints Panel under Stage 3 using 

the procedure set out below.  

 

11 Stage 3 -  Reference to a Complaints Panel Hearing  

 

11.1 If a parent is dissatisfied with the Stage 2 response to the complaint, the parent can 

request a Complaints Panel hearing.  

 

11.2 A Complaints Panel hearing (Hearing) is a Hearing to consider those elements of the 

Stage 2 response to the parent's complaint with which the parent remains 

dissatisfied. The panel is not obliged to consider any new complaints which have not 

been previousl y raised.  

 

12 How to request a Hearing  

 

12.1 A request for a Hearing must be put in writing to the Bursar and will usually only be 

considered if the procedure at Stage 2 has been completed. It is expected that the 

C omplaints Procedure will progress in a timely manner and requests should be made 

within  7 working days of the date of the Stage 2 decision.  

 

12.2 The written request should include:  

 

(a)  a copy of all relevant documents and full contact details;  

 

(b)  details of all the grounds of the complaint and the outcome desired; and  

 

(c)  a list of the documents which the parents believe to be in the School's possession 

and wish the Complaints Panel to consider.  

 

12.3 The Bursar will acknowledge the request for a Hearing in writing within 5 working  

days of receipt.  

 

12.4 Parents may withdraw their request for a Hearing at any point up to and including 

the intended date of the Hearing. If parents do so, the matter will be deemed to be 

resolved to their satisfaction.  

 

13 Composition of the Complaints Panel  

 

13.1 A Complaints Panel of at least three members will be constituted comprising School 

Governor members and a member who is independent of the governance, 
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management and running of the School. The Panel members will have no detailed 

prior knowledge of the circumstances of the complaint.  

 

13.2 On the independent member, the DfE has given the following guidance: “Our general 

view is that people who have held a position of responsibility and are used to 

analysing evidence and putting forward balanced arguments would be suitable. 

Examples of persons likely to be suitable are serving or retired businesspeople, civil 

servants, heads or senior members of staff at other schools, people with a legal 

background and retired members of the Police Force ”.  

 

13.3 The parent may ask the Bursar to inform them who has been appointed to sit on the 

Complaints Panel ahead of the Hearing. Fair consideration will be given to any 

reasonable objection to a particular member of the panel.  

 

13.4 The Complaints Panel members will appoint one of themselves to be the Chair of the 

panel throughout the proceedings.  

 

14 Role of the Complaints Panel  

 

14.1 The role of the Panel is to establish the facts surrounding the complaints that have 

been  made by considering:  

 

(a)  the documents provided by both parties and  

 

(b) any representations made by the parties  and to reach a decision, on the balance 

of probabilities, as to whether to uphold each  complaint in whole or in part.  

 

15 Planning the Hearing  

 

15.1 The Bursar will convene the Complaints Panel as soon as reasonably practicable 

and  every effort will be made to enable the Hearing to take place within 20 working 

days of  receipt of the request.  

 

15.2 At least 10 working days before the Hearing, the Bursar will send written notification  

to each party of the date, time and place of the Hearing together with brief details 

of the  Panel members who will hear it.  

 

15.3 Copies of any documents (additional to those specified in 6.2.2 above) that the 

parent  wishes the complaints panel to consider should be sent to the Bursar to be 

received at  least 7 working days prior to the Hearing.  

 

15.4 The Bursar will circulate a copy of the bundle of documents to be considered by the  

Panel to all parties at least  3 working days before the Hearing.  
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15.5 The parent will be asked to attend the Hearing and may be accompanied by one 

other  person such as a relative or friend. The Hearing is an internal proceeding, not 

legal  proceedings, and legal representation is not necessary. If the parent wishes to 

be  accompanied by someone who is legally qualified, he/she must notify the Bursar 

of this  at least 7 working days prior to the Hearing. Parents should note that the Panel 

will  wish to speak to the parents directly and this person will not be permitted to act 

as a n advocate or to address the Hearing unless invited to do so by the Chair of the  

Complaints Panel.  

 

16 The Hearing  

 

16.1 The Hearing should proceed notwithstanding that the parent may decide not to 

attend.  In these circumstances, the Complaints Panel should consider the parent's 

complaint in  his/her absence and issue findings on the substance of the complaint.  

 

16.2 All statements made at the hearing will be unsworn. The parties will be entitled, 

should  they wish, to write their own notes for reference purposes. The Bursar will be 

asked to  take handwritten minute s of the proceedings.  

 

16.3 During the Hearing, the parties shall have the opportunity of asking questions and  

making comments in an appropriate manner. The Hearing is not a legal proceeding 

and  the Panel shall be under no obligation to hear oral evidence from witnesses but 

may do  so and/or may take written statements into account.  

 

16.4 All those attending the Hearing are expected to show courtesy, restraint and good  

manners or, after due warning, the Hearing may be adjourned or terminated at the  

discretion of the Chair. Any person who is dissatisfied with any aspect of the way  the 

Hearing is conducted must say so before the proceedings go any further and his/her  

comment will be minuted.  

 

16.5 The Chair may at his/her discretion, adjourn the Hearing if he/she considers it  

appropriate to do so. This may include an adjournment  for further investigation of 

any  relevant issue or for the parties to take legal advice on a specific issue arising.  

 

16.6 A Hearing before the Complaints Panel is a private proceeding. No notes or other  

records or oral statements about any matter discussed in or arising from the 

proceeding  shall be made available directly or indirectly to the press or other media.  

 

16.7 When the Chair of the Panel is satisfied that sufficient consideration has been given 

to the documentation provided and any representations made by the parties, 

he/she will  conclude the Hearing.  

 
17 Decision  
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17.1 The Complaints Panel will make findings about each complaint on the balance of  

probabilities and may make recommendations.  

 

17.2 The Panel’s findings and any recommendations shall be provided in writing to the  

parents and, where relevant, the person complained about, within 7 working days  of 

the Hearing. Reasons for the decision will be given. The findings and any  

recommendations will also be available for inspection on the School premises by the  

Governing Body and the Head . 

 

17.3 The completion of Stage 3 represents the conclusion of the School's C omplaints  

Procedure.  

 

18 Records of C omplaints  

 

18.1 All records created in accordance with this Procedure are managed in accordance 

with the School's  policies that apply to the retention and destruction of records.  

 

18.2 The School maintains a written record of all formal complaints and whether they 

were resolved at Stage 2 or proceeded to a Panel Hearing , including the action 

taken by the School as a result  of the complaints (regardless of whether they are 

upheld).  

 

18.3 In accordance with data protection principles, details of individual complaints will 

be kept only for  as long as is considered to be reasonably necessary in the 

circumstances.  

 

18.4 Correspondence, statements and records relating to individual complaints are kept 

confidential  except where the Secretary of State or a body conducting an inspection 

under section 109  of the Education and Skills Act 2008, requests access to them.  

 

18.5 A record of a complaint about the compliance with  the School's EYFS requirements 

will be made  available to Ofsted and the Independent Schools Inspectorate (ISI) on 

request.  

 
19 Complaints to Ofsted and the ISI  

 

19.1 Parents have the right to contact Ofsted and/or the ISI if they believe the School is 

not meeting  the EYFS requirements.  

 

19.2 ISI can be contacted at ISI, CAP House, 9 - 12 Long Lane, London EC1A 9HA  

(Tel: 020 7600  0100) or by email at concerns@isi.net . 

 

19.3 Ofsted can be contacted on 0300 123 1231 or at enquiries@ofsted.gov.uk.  

 

mailto:concerns@isi.net
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Appendix to the Complaints P rocedure : Managing Vexatious 

or Unreasonably Persistent Complaints  

1. Context and Commitment  

At Ibstock Place School, we are proud of our strong and constructive relationships with our 

parent body. We recognise the vital role that partnership plays in supporting our pupils’ 

growth, wellbeing and academic development. We welcome both positive feedb ack and 

constructive criticism as part of our ongoing ambition and commitment to improvement.  

Most concerns are resolved swiftly and informally, in the spirit of good faith and mutual 

respect. However, on rare occasions, parents may pursue concerns in a way that becomes 

unreasonable, persistent, or even harassing. This appendix outlines the School’ s approach 

to handling such cases -  always with a view to upholding staff wellbeing, operational 

integrity, and our shared values.  

The  School  is committed to providing a working environment in which all staff are treated 

with dignity and respect;  in keeping with the duty all organisations owe their employees. 

Complaints or concerns raised by parents must be expressed in a professional and 

respectful manner and parents are asked to consider the possibility of unconscious bias and 

to avoid making se rious accusations without being able to cite specific examples. In 

appropriate cases the  School  reserves the right to pause or redirect the complaints process, 

or to require communication to be managed through senior leadership, and take any further 

action  deemed  necessary.   

2. Aims of This Appendix  

This appendix supports the Complaints P rocedure by aiming to:  

• Protect the wellbeing and professional dignity of staff members.  

• Uphold standards of courtesy, professionalism and reasonableness in all 

communications.  

• Ensure the School can continue to operate efficiently and fairly for all pupils and 

families.  

• Distinguish between genuine complaints and behaviour that becomes 

unacceptable, vexatious or disruptive.  

3. Expectations of the School  

Parents or other visitors can expect the School to:  

• Respond to concerns within a reasonable timeframe.  

• Communicate with courtesy and professionalism.  

• Attempt to resolve problems through proportionate and fair means.  

• Ensure that the Complaints P rocedure  is available on the School website.  
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4. Expectations of Parents, Carers and Visitors  

In return, the School expects parents to:  

• Treat all staff with courtesy and respect, both in person and in writing.  

• Avoid abusive, aggressive, threatening or passive - aggressive communication.  

• Respect School procedures and staff workloads.  

• Avoid re - raising matters that have already been resolved unless new, relevant 

information has emerged.  

• Refrain from using social media to air grievances or to mobilise others.  

• Accept that School resources are finite and staff capacity must be respected.  

5. What is a Vexatious or Unreasonably Persistent Complaint?  

A vexatious complaint may be characterised by:  

• Obsessive or repetitive contact.  

• Excessive demands for information or instant responses.  

• Insistence on re - opening closed matters.  

• Refusal to follow communication protocols.  

• Abusive, disrespectful or intimidating communication.  

• Unreasonable expectations that go beyond what the School can or should 

reasonably provide.  

• Repeatedly escalating issues to the Head, regardless of delegation procedures.  

Harassment may also involve cumulative pressure -  where an individual parent’s ongoing 

behaviour causes distress or undermines a staff member’s confidence or wellbeing over 

time. 

6. School Response: Steps and Proportionate Actions  

If a parent’s behaviour begins to cause concern, the School will first, via the Head or 

designated Senior Colleague:  

• Issue a verbal or written warning explaining why the behaviour is inappropriate and 

what changes are expected.  

If the behaviour continues, the School may take one or more of the following actions:  

• Limit communication to a single, named staff member.  

• Restrict the mode and frequency of contact (e.g. only written correspondence, one 

message per week).  

• Require parents to complete a pre - meeting form detailing their concern and desired 

outcome.  

• Hold all meetings with a second staff member present to record proceedings and 

enforce expectations.  

• Halt meetings immediately if inappropriate language or behaviour is used.  
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• Ban access to the School site where necessary.  

• Decline to respond to repetitive communication unless new, relevant matters are 

raised.  

• Refer serious matters to legal advisors or safeguarding professionals, where 

appropriate.  

All actions will be communicated clearly and will be proportionate to the behaviour 

observed.  In instances in which restrictions are made on a parent’s ability to communicate 

with the School, then they will be reviewed after six  months.  

The School will not dismiss a complaint purely on the basis that the complainant is 

unreasonable.  

The bar for dismissing complaints is set high and if the School di smisses one, then it will be 

prepared to show the evidence that it considered in reaching its decision to the ISI or a 

similar body.  

In response to any serious incident of aggression or violence, the School will immediately 

inform the Police and communicate its actions in writing. This may include barring an 

individual from the School.  

7. Final Note on Partnership  

We remain committed to strong partnerships with our families. However, where that 

partnership consistently breaks down, and the School becomes the subject of ongoing, 

unreasonable pressure, it may be necessary for parents to reflect on whether Ibstock 

rema ins the right environment for their child.  

8. Oversight and Review  

• The Head will keep the Education Committee informed of any case involving 

vexatious complaints.  

• This appendix will be reviewed annually as part of the wider Complaints P rocedure  

review . 

Queries  
 

Queries on this policy should be directed to the Bursar . 

 

Review and Verification  
 

This policy is reviewed annually by the School’s Governing Body.  

 

202 3 -  202 4:  Number of complaints –  zero.  

2024 - 2025:     Number of com plaints -  two  

 


