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This policy relates to parents of pupils who attend Holme Grange School including 
parents/carers of children in the Early Years Foundation Stage.  
 
Safeguarding and child protection concerns will be dealt with immediately in 
accordance with the School's Safeguarding and Child Protection Policy and must not 
be delayed by this complaints procedure. Where a parent wishes to complain about the 
School's handling of a safeguarding matter, the complaint may subsequently be 
considered under this Complaints Procedure insofar as it is appropriate to do so. 

 
Introduction 
Holme Grange School is committed to dealing with concerns and complaints fairly, 
promptly and transparently. Complaints are an important source of feedback and, 
where appropriate, will be used to improve the School’s practice. This procedure is 
published on the School’s website and a hard copy is available free of charge on 
request from the School Office. Parents are made aware that the procedure is available 
and the form in which it is published or available. 
 
This complaints procedure applies to past pupils only if the complaint was initially 
raised when the pupil was still registered with the School.  



 
 

 

 
What Constitutes a Complaint? 
A complaint is an expression of dissatisfaction with a real or perceived problem. For the 
purposes of this procedure, any matter about which a parent of a pupil is unhappy and 
seeks action by the School is treated as a complaint. A complaint may arise where a 
parent believes that the School has done something wrong, failed to do something that 
it should have done, or acted unfairly. 
 
Parents can be assured that all concerns and complaints will be treated seriously and, 
so far as is consistent with a fair investigation and the School’s legal obligations, 
confidentially. A pupil will not be penalised because a complaint has been raised in 
good faith by or on behalf of that pupil. 
 
Timeframe for Dealing with Complaints 
All complaints will be handled seriously and sensitively. Concerns and complaints will 
normally be acknowledged within 2 school working days (not including school holidays 
where response may be delayed). References in this procedure to school working days 
mean days on which the School is open to pupils during term time. During school 
holidays, or where circumstances make a stated timescale impracticable, the School 
will keep the complainant informed and provide a revised timescale. It is in everyone’s 
interest to resolve a complaint as speedily as possible: 
 

• The School’s target is to complete Stages 1 and 2, where a complaint progresses 
beyond Stage 1, within 28 school working days. 

 
• Written complaints relating to the fulfilment of the requirements of the Early 

Years Foundation Stage (EYFS) will be investigated and the complainant notified 
of the outcome of the investigation within 28 days, in accordance with the 
statutory EYFS requirements in force at the time. 

 
• Stage 3, the Panel Hearing, will normally be completed within a further 28 school 

working days of the conclusion of Stage 2. 
 
Complaints should be raised as soon as reasonably practicable after the matter giving 
rise to the complaint. The school will ordinarily only consider complaints which are 
raised within 6 months of the event complained of or, where a series of associated 
events is complained of, within 6 months of the most recent such event. 
 
The School may, at its discretion, consider a complaint made outside this period where 
there is a reasonable justification for the delay, including where the parent could not 
reasonably have been expected to have been aware of the matter within the usual time 
limit. 
 
The School's complaints procedure is principally intended to deal with complaints from 
parents of current pupils, as required by the Independent School Standards. Where a 
pupil has left the School, the School will ordinarily only investigate a complaint under 
this procedure where the complaint was raised while the pupil was registered at the 



 
 

 

School or relates to matters which occurred while the pupil was registered and is raised 
within the time limit above. 
 
Nothing in this section prevents the School from considering at any time information 
relating to safeguarding, child protection or other matters which the School considers 
should be investigated or addressed irrespective of these time limits. 
 
Where a parent remains dissatisfied with the outcome of a Stage 2 formal complaint 
and wishes to proceed to Stage 3, they should notify the School in writing as soon as 
reasonably practicable and, ordinarily, no later than one month after the Stage 2 
outcome has been provided to them. The School may, at its discretion, accept a 
request made outside this period where there is a reasonable justification for the delay. 
 
The Recording of Complaints 
 
The School will maintain a written record of all complaints made under the formal 
stages of this procedure. Complainants are asked to provide full details of a formal 
complaint in writing. A complaints form is available for this purpose and may be used to 
clarify the issues under consideration (see Appendix III). The School may also record 
concerns and complaints dealt with informally in order to identify patterns, themes or 
emerging issues. 
 
For each complaint made under the formal procedure, the School will record whether 
the complaint was resolved at Stage 2 or proceeded to a Stage 3 Panel Hearing, 
together with the action taken by the School as a result of the complaint, regardless of 
whether the complaint was upheld. Where applicable, the Panel’s findings and 
recommendations will also be retained. Additional records may include: 
 

• Date when the issue was raised 
• Name of parent 
• Name of pupil 
• Description of the issue 
• Records of all the investigations (if appropriate) 
• Witness statements (if appropriate) 
• Name of member (s) of staff handling the issue at each stage 
• Copies of all correspondence on the issue (including emails and records of 

phone conversations) 
 
Correspondence, statements and records relating to individual complaints will be kept 
confidential except where the Secretary of State or a body conducting an inspection 
under section 108 or 109 of the Education and Skills Act 2008 requests access to them. 
 
For EYFS provision, records of written complaints and the action taken will be retained 
for at least three years and made available to the relevant inspectorate or regulator on 
request, in accordance with the statutory EYFS requirements. If a parent or carer 
believes that the School’s EYFS provision is not meeting statutory requirements, they 
may contact the relevant inspectorate or regulator. Contact details are provided in 
Appendix II. 



 
 

 

 
Stages of Complaint: 
Stage 1 – Informal Resolution 
 
For further detail on timeframe, please see above: Timeframe for Dealing with 
Complaints. It is the School’s every intention to ensure that complaints and concerns 
are resolved quickly and informally.   

 
• If parents have a complaint, they should normally contact their child’s Form 

Teacher or the relevant Head of School/Year in the first instance. In many cases 
the matter will be resolved promptly by this means. The member of staff may 
consult an appropriate senior colleague where necessary. 

• Complaints made directly to the Headteacher may be referred to the appropriate 
member of staff or senior leader unless the Headteacher considers it 
appropriate to deal with the matter personally. 

• A member of staff managing a complaint will make a written record of the 
concern and the date on which it was received. If the matter is not resolved 
within 7 school working days, or if the parent and the School fail to reach a 
satisfactory resolution, the parent will be advised that they may proceed to 
Stage 2 of this procedure. 

• If the complaint is against the Headteacher, the complaint should be made 
directly to the Chair of Governors, via the Clerk to the Governors. 

• In the first instance, parents should seek informal resolution by speaking directly 
with the Head about their concerns (Stage 1). If a resolution cannot be reached, 
parents should put their complaint in writing to the Chair of Governors via 
snorthend.hggovernor@holmegrange.org. 

• Although all formal complaints must be made in writing (see Stage 2), this does 
not mean that the formal stage is automatically triggered whenever a concern is 
expressed in writing, for example, by email. Complaints will usually only 
progress to the formal stage after first being considered at Stage 1, the 
preliminary stage, usually by the Form Teacher (or another teacher), and only 
then if the complainant intends to escalate a matter to the formal stage. 

 
Stage 2 – Formal Resolution 

• If the complaint cannot be resolved on an informal basis then the parents should 
put their complaint in writing to the Headteacher. The Headteacher will decide, 
after considering the complaint, the appropriate course of action to take.     

• In most cases, the Headteacher will meet the parents concerned, normally 
within 7 school working days of receiving the formal complaint, to discuss the 
matter. If possible, a resolution will be reached at this stage. 

• It may be necessary for the Headteacher to carry out further investigations.  
• The Headteacher will keep written records of all meetings and interviews held in 

relation to the complaint. 
• Once the Headteacher is satisfied that, so far as is practicable, all of the relevant 

facts have been established, a decision will be made and parents will be 
informed of this decision in writing.  The Headteacher will also give reasons for 
the decision. 

mailto:snorthend.hggovernor@holmegrange.org


 
 

 

• If the complaint is against the Headteacher, the parents should put their 
complaint in writing to the Chair of Governors via 
snorthend.hggovernor@holmegrange.org, who will conduct investigations as per 
Stage 2. If parents are still not satisfied, the matter will be referred to a 
complaints panel, as outlined in Stage 3. 

• If parents are still not satisfied with the decision, they should proceed to Stage 3 
of this procedure. 

Stage 3 – Panel Hearing 
• If parents seek to invoke Stage 3 (following a failure to reach an earlier 

resolution), they will be referred to the Convenor, who will be appointed by the 
Governors to call hearings of the Complaints Panel.  The Convenor may be 
contacted c/o the Clerk to the Governors at the School. 

• The matter will then be referred to the Complaints Panel for consideration. The 
Panel will consist of three persons who have not been directly involved in the 
matters detailed in the complaint. At least one member will be independent of 
the management and running of the School and will have no connection with the 
School that could reasonably call their independence into question. The other 
two Panel members will normally be Governors. Each Panel member will be 
appointed by the Governing Body. The Panel Convenor will acknowledge the 
Stage 3 request and arrange a hearing as soon as practicable and normally 
within 21 school working days of the conclusion of Stage 2, subject to 
reasonable accommodation of the parties’ availability. 

• The parents and the Headteacher or Chair of Governors, as appropriate, will be 
asked in advance of the hearing whether there are any papers they wish the 
Panel to consider, bearing in mind the need to maintain confidentiality. Papers 
will be copied and distributed within a reasonable timeframe before the hearing. 
If the Panel considers it necessary, it may require further particulars of the 
complaint or any related matter to be supplied in advance. 

• The complainant(s) may be accompanied to the Panel Hearing by one other 
person, for example a relative or friend. There is no automatic right to legal 
representation, although the Panel may permit this where it considers it 
appropriate. 

• A sufficient amount of time will be committed to the meeting and, if possible, the 
Panel will resolve the parents’ complaint immediately without the need for 
further investigation.   

• Where further investigation is required, the Panel will decide how it should be 
carried out. After due consideration of all facts it considers relevant, and 
normally within 7 school working days of the Hearing, the Panel will reach its 
decision and may also make recommendations. The decision of the Panel under 
the School’s internal complaints procedure is final. 

• A copy of the Panel’s findings and recommendations will be: 
o provided to the complainant and, where relevant, the person complained 

about; and 
o available for inspection on the School premises by the proprietor and the 

Headteacher. 
• Where a parent has requested Stage 3 because they were not satisfied with the 

School’s response at Stage 2, a Panel Hearing will take place unless the parent 
subsequently confirms that they are satisfied and no longer wish to proceed. 

mailto:snorthend.hggovernor@holmegrange.org


 
 

 

• If a parent chooses not to attend the Panel Hearing, the hearing will nevertheless 
proceed and the Panel will consider the complaint on the basis of the written 
evidence available. 
 

Persistent complaints 
 
Unreasonably persistent complaints 
 
Most complaints raised will be valid, and therefore we will treat them seriously. 
However, a complaint may become unreasonable if the person: 
 

• Has made the same complaint before, and it’s already been resolved by 
following the school’s complaints procedure  

• Makes a complaint that is obsessive, persistent, harassing, prolific, defamatory 
or repetitive 

• Insists on pursuing a complaint that is unfounded, or out of scope of the 
complaints procedure, beyond all reason 

• Pursues a valid complaint, but in an unreasonable manner e.g. refuses to 
articulate the complaint, refuses to co-operate with this complaints procedure, 
or insists that the complaint is dealt with in ways that are incompatible with this 
procedure and the timeframes it sets out 

• Makes a complaint designed to cause disruption, annoyance or excessive 
demands on school time 

• Seeks unrealistic outcomes, or a solution that lacks any serious purpose or 
value 

 
Steps we will take  
 
We will take every reasonable step to address the complainant’s concerns, and give 
them a clear statement of our position and their options. We will maintain our role as an 
objective arbiter throughout the process, including when we meet with individuals. We 
will follow our complaints procedure as normal (as outlined above) wherever possible.  
 
If the complainant continues to contact the school in a disruptive way, we may put 
communications strategies in place. We may:  
 

• Give the complainant a single point of contact via an email address 
• Limit the number of times the complainant can make contact, such as a fixed 

number per term 
• Ask the complainant to engage a third party to act on their behalf, such as 

Citizens Advice 
• Put any other strategy in place as necessary 

 
Stopping responding 
 
We may stop responding to the complainant when all of these factors are met:  
 

• We believe we have taken all reasonable steps to help address their concerns  

https://www.citizensadvice.org.uk/


 
 

 

• We have provided a clear statement of our position and their options  
• The complainant contacts us repeatedly, and we believe their intention is to 

cause disruption or inconvenience 
 
Where we stop responding, we will inform the individual that we intend to do so. We will 
also explain that we will still consider any new complaints they make.  
 
Nothing in this section prevents a parent from raising a genuinely new complaint, nor 
will it prevent the School from completing any stage of the complaints procedure that it 
is required to complete under the Independent School Standards. 
 
In response to any serious incident of aggression or violence, we will immediately 
inform the police and communicate our actions in writing. This may include barring an 
individual from our school site. 
 
Duplicate complaints 

 
If we have resolved a complaint under this procedure and receive a duplicate complaint 
on the same subject from a partner, family member or other individual, we will assess 
whether there are aspects that we hadn’t previously considered, or any new 
information we need to take into account. 
 
If we are satisfied that there are no new aspects, we will:  
 

• Tell the new complainant that we have already investigated and responded to 
this issue, and that the local process is complete  

• Explain any external route that may be available if they remain dissatisfied with 
the School’s handling of the complaint, including referral to the Department for 
Education where the complaint concerns whether the School has met the 
Independent School Standards 

• If there are new aspects, we will follow this procedure again. 
 
Complaint campaigns 

 
Where the school receives a large volume of complaints about the same topic or 
subject the school may respond to these complaints by: 
 

• Publishing a single response on the school website 
• Sending a template response to all of the complainants 

 
If a parent is not satisfied with the School’s response and wishes to pursue an 
individual complaint, the normal stages of this procedure remain available. A collective 
or template response will not remove a parent’s entitlement to use this procedure 
where it applies. 
 
Data Protection Complaints 

 

Complaints concerning the School's handling of personal data will be dealt with in 



 
 

 

accordance with the School's Data Protection Complaints Procedure and the Data 
Protection Act 2018. The School will facilitate the making of a data protection 
complaint, acknowledge receipt within 30 days, take appropriate steps without undue 
delay to investigate and respond to the complaint, keep the complainant appropriately 
informed of progress and notify the complainant of the outcome without undue delay. A 
complainant who remains dissatisfied may raise their concerns with the Information 
Commissioner's Office (ICO). 
 
Notes  
Academic 
Year 

Complaints dealt with at Stage 
2 

Complaints Dealt with at Stage 
3 

2015-16 0 0 
2016-17 0 0 
2017-18 4 0 
2018-19 2 0 
2019-20 1 1 
2020-21 2 2 
2021-22 0 0 
2022-23 1 1 
2023-24 1 0 
2024-25 3 0 
2025-26 3 0 
 
 
WRITTEN COMPLAINTS RELATING TO THE REQUIREMENTS OF THE EYFS: Holme 
Grange School will keep a written record of complaints relating to the fulfilment of 
the EYFS requirements and the action taken as a result. These records will be 
retained for at least three years and made available to the relevant inspectorate or 
regulator on request, in accordance with the statutory EYFS framework in force at 
the time. 
  



 
 

 

Appendix I 
 
Complaints Procedure – Independent Member of the Panel 
 
The independent member of a Stage 3 panel must be independent of the management 
and running of the School and should have no connection with the School that could 
reasonably call their independence into question. 
 
A suitable independent member will normally be someone who is accustomed to 
considering evidence objectively and reaching balanced conclusions. The Governing 
Body will consider the proposed member’s actual and perceived independence in each 
case. 
 
A former Governor, former member of staff, professional adviser or other person with a 
prior connection to the School will not be used as the independent member where that 
connection could reasonably give rise to a perception that the person is not sufficiently 
independent. 

 
The School will keep a record of the basis on which the independent Panel member was 
selected. 
 
 
 
  



 
 

 

Appendix II - Contact details 
 
The Chair of Governors, Mrs Sue Northend: 
Holme Grange School 
Heathlands Road 
Wokingham 
Berkshire 
RG40 3AL 

 
 
Clerk to the Governors, Hayley Murdoch 
Holme Grange School 
Heathlands Road 
Wokingham 
RG40 3AL 
 

EYFS concerns 

Where a parent or carer believes that the School is not meeting the requirements of the 
Early Years Foundation Stage, they may contact Ofsted.  

To contact OFSTED: 
enquiries@ofsted.gov.uk 
Ofsted 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 
Tel: 0300 123 4666 

 

Concerns about compliance with the Independent School Standards 

Where, following use of the School's complaints procedure, a parent has concerns that 
the School may not be meeting the Independent School Standards, the matter may be 
raised with the Department for Education. The Department for Education does not 
determine the outcome of individual parental complaints but may consider information 
relating to possible failures to meet the Independent School Standards. 

 
Ministerial and Public Communication Division 
Department for Education 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 
  

mailto:enquiries@ofsted.gov.uk


 
 

 

Appendix III – Complaints Form 

 
Holme Grange School 

Parental Complaint Form 
 
Complaint 
made by: 

 Date of Complaint:  
 

Pupil 
Name: 

 
 

Pupil Year Group:  

 
The information below should contain specific detail, including:  

• The nature of the complaint;  

• Who the complaint is being made against;  

• Time and date of the nature of the complaint.  
 

Where there is more than one complaint a separate form should be used for each issue. 
 

Nature of complaint  
 

 
 
 
 
 
 
 
 
 
 
 
What outcome are you seeking in order to resolve this complaint? 
 
 
 
 
 
 
 
 
Please forward this form, together with any additional information you wish to be 
considered, to your child’s Form Teacher or the relevant Head of School/Year in the first 
instance. 
 



 
 

 

If the matter is not resolved informally, a formal Stage 2 complaint should be submitted 
in writing to the Headteacher. Any complaint about the Headteacher should be 
submitted to the Chair of Governors via the Clerk to the Governors. 


