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Complaints Procedure Policy 

The term ‘parent’ has been used throughout this document to represent a 
parent or carer of a child. 
 

We hope that you will be pleased with the standard of care and education that your child receives 

at Kings Kids Christian School. However, there may be an occasion when you wish to express 

your concern or have a complaint. This document explains how we deal with concerns and 

complaints at Kings Kids Christian School. 

 
If you have any concerns about any aspect of your child’s life at school, please contact an 

appropriate member of staff as soon as possible. We promise that we shall take all such 

expressions of concern seriously and follow them up promptly. We know that things can go wrong 

and we want to be able to sort things out as quickly as we can. 

 

Two things tend to make parents and pupils reluctant to express concerns: 
 

 A fear that the school will not see the issue to be important: if it is important to you, it is 

            important to us. 

 A fear that there may be repercussions for the pupil: this should not be a factor. The 

 school will not discriminate against a pupil because of expression of concerns or 

 complaints. 

 For us to deal with problems, we need to know about them – earlier rather than later. In 

            dealing with these matters, we recognise the importance of confidentiality, fairness 

 and ensuring that no one suffers unjustly. 

 

Our procedures for dealing with general concerns: 

The majority of concerns from parents, carers and others are handled under the following general 

procedures: 

The procedures are divided into three stages:  

Stage 1: Informal Complaint 

1. Our aim is to resolve the concern through informal contact at the appropriate level in school 

with a member of staff, or teacher. Every effort will always be made to resolve the problem 

at this informal stage. Complainants who remain dissatisfied at this stage will be informed 

by the Head Teacher that they have the opportunity to make a formal complaint. 
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Stage 2: Formal Complaint 

2.       Formal complaints should be made in writing and will normally be investigated by the Head 

Teacher in the first instance. If the complaint directly concerns the Head Teacher however, 

complainants should then contact the Chair of Governors. Parents are requested to book an 

appointment to request a meeting with the Head Teacher. 

 

Stage 3: Investigation 

3.  If the complaint is not resolved at stage 1&2, then the matter should be referred to in 

writing, detailing the complaint and including, dates, times and who has been spoken to 

prior to writing the letter. The Head Teacher at this stage has 14 days in which to 

investigate and give back her response to the matter. 

 

Stage 4: Chair of Governors 

 4. If the matter has not received a favourable response by the Head Teacher’s 

intervention, the matter will be taken up by the Chair of Governors. 

 

Stage 5: Right of Appeal 

5. If the matter in question has still not received a satisfactory outcome at this stage, you 

will have a right to appeal.  

 

Who should you contact?  

 For a minor day to day matters, the right person is likely to be the relevant teacher  
or a member of staff. 
 

 Major issues should come straight to the Head Teacher  

 Matters regarding finance and fees should go to the Administrator. 

 If the matters (major or minor) are not resolved by staff or Head Teacher, the next 
level is the Board of Governors. 
 

 Finally, you have the Right of Appeal. 

 

The Right of Appeal process is as follows: 

1.  If you are considering appealing, consult an experienced adviser for example,  

      a representative at a Citizens Advice Bureau. 

 

2.  Contact the Local Education Authority Representative for Lewisham. Contact Details: 

    Admissions and Appeals Team Third Floor 

  Laurence House 

  1 Catford Road 

 SE6 4RU 

Tel: 020 8314 8282, Email: schooladmissions@lewisham.gov.uk   
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3. Lastly, legal action may be required in order to get a satisfactory outcome to your complaint. 

 
1. Written records will be kept of all complaints, indicating whether they were resolved or the 

complaint went on further than the school’s personnel. 
  

2. All correspondence, statement and records of complaints are to be kept confidential. 
 
 

Complaints against the Curriculum 
 
Introduction 
 

The aim of our school is that all children should be successful in their experience of education and 

that the curriculum should meet their needs. Where parents consider that this is not the case, they 

have the right to make a complaint.  

 
Specifically, parents may complain if they consider that the school is not doing one or more 
of the following: 
 

• Providing a curriculum to meet the needs of their child 

• Complying with the law on charging for school activities 

• Providing religious education and daily collective worship 

• Providing statutory information 

• Carrying out a statutory duty 

• Acting reasonably 

 
Where complaints directly implicate a member of staff the Head Teacher will: 
 

• Take all complaints seriously and deal with them sensitively 

• Request that the complaint is put in writing so that it can be investigated 

• Respond to the complaint personally or delegate it to an experienced member of the senior 

  management team. 

• Involve other members of staff as appropriate 

• Where necessary, explain the legal position with regard to the National Curriculum, and the 

  scope available to the school to make changes 

• Advise the complainant of their right to pursue the matter with the Chair of Governors or Appeal. 

• Ensure the Chair of Governors are advised of any complaints and provided with guidance to 

assist with the decision-making process 

 
The Head Teacher will: 
 

. Delegate responsibility if necessary to hear the complaints 

• Write to the complainant within two weeks, explaining the course of action taken 

• Meet up with the complaint within 15 working days 
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• Inform the complainants and the Chair of Governors of the decision and required course of 

action. 

 

Monitoring and Evaluation 
 

The Chair of Governors will receive a report as appropriate from the Head Teacher indicating the 

number and nature of the complaints, the recommended action or decisions taken and the 

outcome of those decisions. 
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