
 

                              Concerns and Complaints Procedure  
  
   
  
If you have a concern or complaint  
  
We would like you to tell us about it. We welcome suggestions for improving our work in the 
school. Please tell us of your concern as soon as possible. It is difficult for us to investigate 
properly an incident or problem which has happened some time ago. You may wish to 
contact your child’s Head of Learning, or a member of the School’s Senior Leadership Team. 
The Executive Headteacher holds a Surgery every Monday between 3.00pm and 4.30pm 
when he sees parents without an appointment. (Due to Covid-19 these are prearranged 
phone conversations during the 20/21 Academic Year).  
  
The following complaints are not within the scope of this procedure: admissions to schools, 
statutory assessments of SEN, matters likely to require a child protection investigation, 
exclusions, whistleblowing, staff grievances and discipline, complaints about the services of 
other providers who may use school premises or facilities.  
   
  
What to do  
  
Most concerns and complaints can almost always be sorted out by sending in a note or by 
speaking with an appropriate member of staff. The School Reception can advise you who 
this is. Parents/Carers and pupils should contact the Urswick Parent (UP), Head of Learning 
or Head of Department. Other members of the community can contact a Senior Leader.  
  
Staff will make every effort to resolve your problem informally. They will attempt to 
understand what you feel went wrong. They could ask what you would like the school to do 
to put things right. Of course, this does not mean that in every case they will come round to 
your point of view but it will help both you and the school to understand both sides of the 
question. It may also help to prevent a similar problem arising again.  
  
We will acknowledge if the school could have handled the situation better. Please note this 
does not constitute an admission of unlawful or negligent action.  
  
    
Formal Steps  
  
If you are dissatisfied with the School’s initial response you can make a formal complaint to 
the Executive Headteacher. This should ideally be made in writing. You will receive a 
response within 10 school days, but usually sooner than this.  
  
If your complaint is about an action of the Executive Headteacher personally, then you 
can refer it to the Chair of Governors. Letters can be sent to the Chair of Governors c/o  



 
the School. The School may ask to meet you for a discussion of the problem. You may 
take a friend or interpreter with you if you wish. You will receive a written response to your 
complaint.  
 
 
Anonymous Complaints  
 
We will not usually investigate anonymous complaints. However, the Executive 
Headteacher or Chair of Governors, if appropriate, will determine whether the complaint 
warrants an investigation. 
 
 
Time Scales 
 
You must raise the complaint within three months of the incident or, where a series of 
incidents have occurred, within three months of the last of these incidents. We will 
consider complaints made outside of this time frame if exceptional circumstances apply. 
 
 
Complaints received outside of term time 
 
We will consider complaints received outside of term time to have been received on the 
first day after the holiday period. 
 
 
Withdrawal of a Complaint 
 
If you wish to withdraw your complaint we will ask you to do so in writing. 
  
 
Further Action   
  
In exceptional cases, if you are still not satisfied that the concern or complaint has been 
thoroughly attended to you may wish to refer the matter to the Chair of the Governing Body 
who will decide what, if any, further action to take. The Chair could decide to appoint an 
independent investigator to examine the complaint, convene a panel of The Governing Body, 
appoint a mediator to try to resolve any differences or that no further action is required either 
because the complaint has already been investigated or because there is little likelihood of a 
successful resolution. In such situations the Chair may seek advice from The London 
Diocesan Board for Schools.   
 
If a Panel of The Governing Body is convened, it will consist of three governors with no prior 
involvement. If this is not possible then the clerk will look to appoint a member of a 
Governing Body from a different school. The meeting will be held in private and electronic 
recording is not permitted unless this has been requested in advance and agreed by the 
Chair. The complainant may be accompanied by one relative or friend. These are not legal 
proceedings but the complainant can be accompanied by one legal representative provided 
this has been notified to the Chair prior to the meeting. 
  
The Urswick School is a Voluntary Aided Church of England School. Staff are employed by 
the Governing Body who determine the outcome of any complaint referred to them. There is 
no right of appeal.  
 
 



 
The outcome of the Chair of Governor’s decision will be communicated in writing. The letter 
will include details of how to contact the DFE if you remain dissatisfied with the way the 
complaint has been handled. 
 
The School will record the final outcome of any complaint. The Headteacher will keep a 
record of the outcome of any complaints over the last two years. If the complainant is still not 
satisfied with the outcome s/he can write to the Secretary of State at The Department of 
Education.  
  
  
Serial and Persistent Complaints  
  
Where the school is contacted repeatedly by an individual making the same points or asking 
the school to reconsider its position, the school will act appropriately to avoid resources and 
time being used poorly. In this situation then correspondence may be viewed as ‘serial’ or 
‘persistent’ and the school may choose not to respond. Where an individual’s behaviour is 
causing a significant level of disruption the school will limit communications to a single point 
of contact, usually the Headteacher or an Associate Headteacher.  
  
A complainant may also be categorised as ‘unreasonable’ if the person making the complaint 
does so either face to face, by telephone or in writing or electronically in a manner which is 
malicious, aggressive, uses threats, intimidation or violence, uses abusive, offensive or 
discriminatory language, uses false information, publishes unacceptable information in a 
variety of media including social media. In serious cases the Headteacher can bar a 
complainant from school premises. This needs to be confirmed in writing and reviewed every 
six months. Anyone who wishes to complain about being barred can do so in writing to the 
Chair of the Governing Body.  
  
 
Next Steps 
 
If the complainant believes the school did not handle their complaint in accordance with the 
published complaints procedure or they acted unlawfully or unreasonably in the exercise of 
their duties under education law, they can contact the Department for Education after they 
have completed Stage 2.   
 
The Department for Education will not normally reinvestigate the substance of complaints or 
overturn any decisions made by The Urswick School. They will consider whether The 
Urswick School has adhered to education legislation and any statutory policies connected 
with the complaint.  
 
The complainant can refer their complaint to the Department for Education online at: 
www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by writing to: 
 
Department for Education 
Piccadilly Gate 
Store Street 
Manchester  
M1 2WD. 
 
 
 
This policy was adopted by the Governing Body in 2020 and will be reviewed if and 
when further DFE advice is issued, or in 2022/23.  
 



 

The Urswick School 
Complaint Form 
 
Please complete and return to Richard Brown (Executive Headteacher) or the Clerk to the 
Governing Body who will acknowledge receipt and explain what action will be taken. 
 
The Urswick School 
1 Paragon Road 
London  
E9 6NR 
 
admin@theurswickschool.co.uk  
  

Your name: 

Pupil’s name (if relevant): 
 

Your relationship to the pupil (if relevant): 
 

Address:  

Postcode: 
Day time telephone number: 
Evening telephone number: 

Please give details of your complaint, including whether you have spoken to anybody at 
the school about it, and the date the events took place to the best of your knowledge: 
 



What actions do you feel might resolve the problem at this stage? 
 

Are you attaching any paperwork? If so, please give details. 
 

Signature: 
 
Date: 

Official use 

Date acknowledgement sent: 
 
By who:  
 

Complaint referred to: 
 

Date:  
 

 


