
COMPLAINTS PROCESS FLOWCHART 

Complaint about School
 Stage 1

INFORMAL RESOLUTION

Complaint resolved Informally

Complaint raised with 
class teacher

Complaint not resolved 
Informally

Stage 2
FORMAL RESOLUTION

Complaint put in writing to 
Headteacher / Head of School

No Meeting with Complainant 
Meeting with Complainant within 

15 school days of receiving 
complaint

Investigation, findings and steps 
to resolve within 25 school days 

of receiving complaint

Investigation, findings and steps 
to resolve within 25 schools days 

of receiving complaint

Satisfied with outcome Not satisfied with outcome

Complaint about School 
Stage 3 FORMAL RESOLUTION

Local Governing Board

Complaint put in writing to Chair 
of LGB

No Meeting with Complainant 
Meeting with Complainant within 

15 school days of receiving 
complaint

Investigation, findings and steps 
to resolve within 25 school days 
of receiving complaint (Stage 3)

Investigation, findings and steps 
to resolve within 25 schools days 
of receiving complaint (Stage 3)

Complaint about School
 Stage 4 FORMAL RESOLUTION

Panel Hearing

Complaint put in writing to Clerk 
to the Governors

Meeting of complaints panel, 
academy and complainant within 
15 days of the academy response 

time

Panel response within 10 school 
days

Not satisfied with outcome Satisfied with outcome

Not satisfied with outcomeSatisfied with outcomeSatisfied with outcome Not satisfied with outcome

 



COMPLAINTS PROCESS FLOWCHART 

Complaint about Headteacher / 
Head of School / Executive Head 

Governors or Board Members
Stage 1

INFORMAL RESOLUTION

Complaint resolved Informally

Complaint raised with 
Chair of Governors / Executive 

Headteacher or Trust / CEO

Stage 3 FORMAL RESOLUTION
Local Governing Board

Complaint put in writing to Chair 
of LGB

No Meeting with Complainant 
Meeting with Complainant within 

15 school days of receiving 
complaint

Investigation, findings and steps 
to resolve within 25 school days 
of receiving complaint (Stage 3)

Investigation, findings and steps 
to resolve within 25 schools days 
of receiving complaint (Stage 3)

Stage 4 FORMAL RESOLUTION
Panel Hearing

Complaint put in writing to Clerk 
to the Governors

Meeting of complaints panel, 
academy and complainant within 
15 days of the academy response 

time

Panel response within 10 school 
days

Not satisfied with outcomeSatisfied with outcomeSatisfied with outcome Not satisfied with outcome

 
 


