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As Andrews Lane is a Rights Respecting school, our policy for complaints links to 
the following Articles of the United Nations Convention on the Rights of the Child 

(UNCRC): 
 

 
 

Article 3 
 

The best interests of the child must be a top priority in all things that affect children.   
 

Article 12 
 

Every child has the right to express their views, feelings and wishes in all matters affecting 
them and to have their views considered and taken seriously.   
 

Article 19 
 

Every child has the right to be protected from being hurt or mistreated, in body or mind. 
 
 

Article 28 
 

Every child has the right to an education.  Discipline in schools must respect children’s 
dignity.  
 
 

 

 

 

 

 

 

 



Introduction 

At Andrews Lane Primary School the head teacher and staff aim to provide the very best education 

and social experience for your child and work very hard to build positive relationships with all 

parents.  

Support will be offered for those people to whom English is a second language or need help in 

understanding the complaints procedure. We are happy to provide this assistance upon request. 

Our concerns and complaints procedure follows Hertfordshire County Council guidelines and has 

several stages.  

What should I do when I have a concern? (Informal Stage) 

Talk to us immediately. All members of staff work to ensure that every child is happy at school and 

making good progress; we want to know as soon as possible if there is something that is worrying 

you or your child.  

Talk to the class teacher; the person who works with your child can deal with most matters of 

concern. If your concern is about Special Needs then contact the appropriate member of staff, such 

as the Special Educational Needs Co-ordinator. (SENCo) 

We are happy to arrange mutually convenient opportunities for parents to raise matters of any 

concern. The class teacher will investigate and give you a response, and if need be, take steps to 

remedy the situation. Misunderstandings can be cleared up and an apology given if something is 

found to be wrong. In our experience the majority of concerns can be resolved positively in this 

way.  

….. and if the problem is not solved? (Stage 1) 

If you feel that a concern has not been resolved through contact with the class teacher or it is of a 

more serious nature we would ask you to make an appointment to discuss it with the head teacher. 

Your complaint will be acknowledged within 5 school days, and following an investigation we will 

inform you of the outcome within 10 school days.  

The head teacher will consider any complaint very seriously and investigate it thoroughly, listen to 

your concerns, explain the school perspective, if appropriate, and then agree on a plan of action.  

We hope that we will be able to resolve your concern at this stage. However, if you still feel the 

matter is unresolved you can make a formal complaint.  

To whom should the formal complaint be addressed? (Stage 2) 

Should you wish to make a formal complaint, you can either do this by letter, email or complete a 

Complaints Form, available from the school office. This should be addressed to the Chair of 

Governors, stating the nature of the complaint, how the school has handled it so far and include any 

actions you feel might resolve the problem. 

The governing body is obligated to consider and respond fully to all written complaints within 28 

school days of receipt, so you will be contacted by the Chair of Governors to arrange a convenient 

meeting with you to discuss the complaint.  

The governor complaints panel, made up of three governors who have had no previous involvement 

with the complaint, will consider the evidence presented, doing all they can to resolve the issue 

satisfactorily. You will be informed of their decision in writing within 5 school days of the governor 

complaints panel meeting. A copy of their decision will also be sent to the head teacher. 



If the complaint arises in an area which is not the remit or responsibilities of the governors then the 

Chair will refer you to the appropriate authority. 

If the complaint is against the Head Teacher 

You should at first make an informal approach to the Chair of Governors to investigate. S/he will 

try to resolve the issue through a dialogue with the school. However, if you remain unhappy with 

the outcome, then you can make a formal complaint, as outlined above. (Stage 2) 

If, having gone through the above stages you still remain unhappy with the way your complaint has 

been dealt with, you can take your concerns to the Local Authority. Further information about this 

process is available from the school or from the LA. Please note this action must be taken within 28 

days of receiving the written outcome from the governor complaints panel. 

All parents have the right, as a last resort, to appeal to the Secretary of State for Education if they 

still feel that their complaint has not been properly addressed. 

In Summary 

Remember that this process exists so that your views can be heard, and so that parents can hear the 

views of those responsible for the education of their children.  

Our school aim is to ensure that each complaint will be dealt with fairly, openly and honestly for all 

concerned. We give careful consideration to all complaints, and deal with them as swiftly as 

possible through dialogue and mutual understanding, putting the interests of the child above all else. 

If you wish, you may be accompanied at any meeting by a friend or representative for support or to 

speak on your behalf. Equally, the Chair of the meeting may invite any person who may help to 

establish the facts of the complaint. You will be informed of all attendees before the meeting. 

Monitoring and review 

The governors regularly review the complaints procedure to ensure that all complaints are handled 

correctly. The head teacher logs all complaints received by the school, and records how they were 

resolved. The governors examine this log on an annual basis. 

Local or national decisions that affect the complaints process are taken into account by the 

governors and the policy and procedure amended accordingly. These are available to all parents to 

enable them to be properly informed.  

This policy is reviewed every two years, or before if necessary. 
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