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Objective 
 
The Trust and its Trustees recognise that from time to time concerns will arise, or complaints will be 
received from a parent about actions by staff or trustees when acting on behalf of the School. The Trust 
will give careful consideration to all complaints from parents and deal with them fairly and honestly. It 
will provide sufficient opportunity for any complaint to be fully discussed, and aim to resolve it through 
open dialogue and mutual understanding. The procedure is not intended to replace the normal 
discussions which take place in the School on a day-to-day basis on problems and concerns as they 
arise. It is only where the parent remains dissatisfied with the outcome of such discussions that further 
steps may need to be taken.  
 
Background 
 
This is the Sutton Grammar School Complaints Policy required under Part 7 of the Schedule of the 
Education (Independent Schools Standards) (England) Regulations 2014 No 3283.  The purpose of the 
procedure is to deal with complaints relating to the School from parents or, if over 18, pupils. 
 
The procedure sets out how the Trust will deal with complaints of a general nature.  This procedure will 
not deal with complaints which must be dealt with in accordance with any procedures established in 
relation to the School by virtue of any provision of its Funding Agreement with the Secretary of State or 
issues of pupil discipline, staff grievances and staff discipline.  For these matters other detailed 
procedures are available and must be used.  
 
The Complaints Procedure will not be available where the parent has already used formal Trust 
procedures or statutory or other formal legal procedures to deal with the issue. 
 
Principles 
 
The Trust encourages resolution of problems by informal means wherever possible.  This procedure 
aims to ensure that the School takes all concerns and complaints seriously and that it will deal with them 
in an appropriate manner.  It is the Trust’s intention that the Policy is simple to understand and use.   
 
An independent person or a committee, that is a person or persons without prior knowledge of the 
complaint, will investigate all formal complaints.  Investigations will be conducted in an impartial 
manner.  The investigator or committee will at all times act in non-adversarial manner and ensure a full 
and fair investigation.   As far as in possible all concerns and complaints will be handled on a 
confidential basis in order that any subsequent procedures which might be needed are not 
compromised.  All investigations will aim to address all the points at issue and provide an effective 
response and, where necessary, an appropriate redress. 
 
Procedures 
 
The informal approach 
 
The Trust’s policy is that it will treat concerns no less seriously than complaints.  Wherever possible it is 
the Trust’s intention that concerns should be handled without recourse to the formal procedures.  In most 
cases a teacher or the School Office will receive the first approach.  In all cases the member of staff 
should aim to resolve issues on the spot and will, if that is appropriate, apologise.   
 
If the member of staff to whom the concern is expressed is uncertain how to resolve the issue the matter 
must be referred to senior staff.  If the concern relates to a pastoral care issue the matter must be 
referred to the appropriate head of year.    
 
Staff dealing with a concern must record details of the issue. There should be no undue delay in giving a 
decision and certainly no more than five school days should elapse between the matter being raised and 
a decision being given. 
 



Sutton Grammar School Trust        Policy 
 
           

Approved by Board revised Nov 2017 
 

3

If no satisfactory solution has been found within ten school days, the parent may refer the complaint to 
the Headmaster. If the parent feels that a concern has not been addressed through discussion with a 
member of staff, or that the concern is of a sufficiently serious nature, the parent should make an 
appointment to discuss it with the Headmaster.  
 
If the matter appears to be too serious to be dealt with informally the parent should raise the issue 
formally in writing to the Headmaster. 
 
The formal approach 
 
Any one making a serious complaint should always seek to use the formal approach.  Complaints should 
normally be raised without undue to delay in order to ensure that the facts can be established with 
reasonable certainty. 
 
The formal procedures will apply if informal attempts to settle the concern have been unsuccessful or 
the person raising the concern remains dissatisfied and wishes to take the matter further or if the matter 
is too serious to be dealt with informally.   
 
Making the Complaint 
 
The parent should make a written complaint to the Headmaster. The complaint will be acknowledged 
within three school days of receipt. The Headmaster may investigate the complaint himself or delegate 
the investigation and resolution of a complaint to a senior member of staff.  If the complaint is about the 
actions of the Headmaster the parent should write to the Secretary of the Trust who will inform the 
Chairman of Trustees. 
 
The Investigation 
 
The Investigator should give the parent a target date for providing a response to the complaint. This 
should normally be within ten school days. If this proves impossible, a letter shall be sent explaining the 
reason for the delay and giving a revised target date. 
 
The Investigator should provide an opportunity for the parent to meet him to provide any further 
information relevant to the complaint. The Investigator will establish the facts and clarify the nature of 
the complaint and what remains unresolved.  The investigator will keep the parent informed and meet 
with them or contact them in order to clarify if he/she is unsure or requires further information. 
 
The Investigator will try to clarify what the parent feels would put things right and what remedy, if any, is 
sought. 
 
The Investigator will interview those involved in the matter and/or those complained of, allowing them to 
be accompanied by a friend if they wish.  The Investigator will be conduct the interview with an open 
mind and be prepared to persist in the questioning.  If appropriate the Investigator will ask those 
interviewed to provide written statements. 
 
The Investigator must keep detailed notes of all interviews and telephone conversations and retain a file 
of statements, letters, faxes and electronic messages. 
 
When all the relevant facts have been established, the Headmaster or the Investigator should produce a 
written response to the parent. The written response should include a full explanation of the decision and 
the reasons for it. Where appropriate, this should include any action the School will take to resolve the 
complaint. The parent should be advised that if they wish to take the matter further, they should notify 
the Secretary of the Trust within ten school days of receiving the outcome letter.  
 
Further Action  
 
If the parent wishes to pursue the matter he should write to the Secretary of the Trust.  The Chairman of 
Trustees will decide whether to review the case himself or ask another trustee to undertake the task.  In 
the event of the review being undertaken by an individual trustee the trustee should follow the procedure 
as set out for an Investigator. 
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Complaints Committee 
 
The Committee will include in its membership one person who is independent of the management and 
running of the School.   Other members, normally two trustees, will have no previous knowledge of the 
complaint.   
 
Procedure 
  
The Clerk to the Committee will set the date, time and venue of the hearing, ensuring that the dates are 
convenient to all parties and that the venue and proceedings are accessible.  The Clerk will ask for any 
written material in advance of the hearing and details of any witnesses who might be called.  The Clerk 
will send this information to the parties no later than five School days prior to the hearing.  If either party 
is be accompanied they must notify the Clerk of the name of the person no later than five School days 
prior to the hearing. 
 
The Committee will consider written and oral evidence on the issue.  The Committee will give its 
decision to both parties in writing by electronic mail or otherwise. 
 
The hearing will be held in an informal a way as is possible: 
  

a) The Committee Chairman will welcome the participants and outline the proceedings. 
 
b) The parent or a friend will present his or her case; this may include any examination of 

witnesses for the parent.  Witnesses will only be required to attend for the part of the 
hearing in which they give their evidence.  

 
c) The person complained about may question both the parent and the witnesses after 

each has spoken. 
 
d) The person complained about will be invited to explain his actions and may call 

witnesses.  
 
e) The parent may question both the person complained about and the witnesses after 

each has spoken. 
 
f) The person complained about is then invited to sum up his actions and the response to 

the complaint.  
 
g) The parent will then be invited to sum up including if wished reaffirming the remedy 

sought. 
 
h) All parties will withdraw leaving the committee to consider the issue and to arrive at the 

decision. 
 

At any stage of the proceedings members of the Committee may ask questions to seek information on 
any matter raised before them. 
 
The role of the Clerk to the Committee in the proceedings will be to make a record of the hearing and to 
assist the Committee on points of procedure and fact.  
 
Decision 
 
The Complaints Committee may: 
 

 dismiss the complaint in whole or in part; 
 uphold the complaint in whole or in part; 
 decide on the appropriate action to be taken to resolve the complaint; 
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 recommend changes to the School’s systems or procedures to ensure that problems of a similar 
nature do not recur. 

 
The Clerk will record the proceedings and notify all notify all parties of the Committee’s decision, 
normally within five School days 
  
Representation 
 
The parent expressing a concern or making a complaint is entitled, at any stage of either the informal or 
formal procedure, to be accompanied.  The person accompanying the parent may make a statement on 
behalf of the parent but may not answer questions.  
 
Resolving Complaints 
 
The parent may withdraw the complaint, or any part of the complaint, at any time. 
 
At each stage the School or the Trust may decide that the complaint can be resolved by acknowledging 
that the complaint is valid in whole or in part. 
 
In addition School or the Trust may, if it is appropriate, offer one or more of the following:  
 

 an apology; 
 an explanation; 
 an admission that the situation could have been handled differently or better;  
 an assurance that the event complained of will not recur; 
 an explanation of the steps that have been taken to ensure that it will not happen again; 
 an undertaking to review School policies in light of the complaint.   

 
Any one of the actions above will not in anyway constitute an admission of negligence by the School or 
the Trust. 
 
Further Review 
 
The decision of the Complaints Committee is final.  
 
  


