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SOUTH EAST COAST INTERNATIONAL SCHOOL COMPLAINTS POLICY: 
 

 
We believe that it is imperative that we listen to and learn from complaints 
made and we actively encourage stakeholders to tell us if they have a 
concern or wish to make a complaint. In light of this we have published our 
concerns/complaints guidance on our school website with advice for parents 
who wish to make a complaint. 
 
Support for a person complained against 
 
Staff who may be questioned as part of a complaints procedure investigation 
must feel they are being treated in a fair way and that they too will have an 
opportunity to put their case. They should be told about the procedure and 
be kept informed of progress. There is a crucial balance to be maintained 
between supporting the individual so that his/her rights and reputation are 
protected and investigating a complaint thoroughly and impartially. 
 
 
Confidentiality 
 
It is very important to treat conversations and correspondence with 
discretion. It is vitally important that complainants feel confident that their 
complaint will not penalise their child. However, from the outset all parties to 
a complaint will need to be aware that some information may have to be 
shared with others involved in the operation of the complaints procedure.  
 
Headteachers and members of the senior leadership team (SLT) may feel it 
appropriate to be accompanied by another member of staff when dealing 
with some complaints. Complainants should be aware that a written record 
will be maintained of all meetings as part of the procedure. 
 
Anonymous Complaints 
 
It is usually proper to disregard anonymous complaints unless somebody is 
prepared to substantiate them, but the danger in this is that they may relate 
to something quite serious. If the unforeseen eventuality occurs, to the 
detriment of the school, the complainant may subsequently make 
themselves known and say that s/he alerted the school even though the 

This policy supersedes all previous complaints policies that may have been issued.  
Since our school is subject to change, we reserve the right to interpret, modify, 
supplement, rescind, revise, suspend, or dispute, with or without notice, all or any part 
of our policies or procedures at any time as it deems necessary or appropriate in its 
sole discretion. We will notify all students and parents of any changes. Changes will 
be effective on the dates determined by South East Coast International School (SEC), 
and after those dates all superseded policies will be null. 



complaint was unsigned. It should be at the Headteacher or Board Member’s 
discretion to decide whether the gravity of an anonymous complaint 
warrants an investigation. 
 
STAGES OF THE COMPLAINTS PROCEDURE: 
 
Stage 1 
 
Complainants may be offered an opportunity to discuss their concern with 
the appropriate member of staff designated to deal with the situation who 
will clarify with the complainant the nature of the concern and reassure them 
that the school wants to hear about it.  The member of staff may be able to 
explain to the complainant how the situation happened. It can be helpful to 
identify at this point what sort of outcome the complainant is looking for. 
 
If the member of staff first contacted cannot immediately deal with the 
matter, s/he should make a clear note of the date, name, phone number 
and a brief note on the nature of the complaint. 
 
All members of staff should know how to refer on a concern, if necessary, to 
the person with responsibility for the particular issue raised by the 
complainant. S/he should check later to make sure that the referral has been 
successful. 
 
In smaller schools or on certain major issues, the Headteacher may decide to 
deal with concerns directly at this stage. 
 
If the concern relates to the Headteacher, the complainant should be 
advised to contact the Board of Trustees by giving them details of how to do 
so. 
 
The staff member dealing with the concern should make sure that the 
complainant is clear what action (if any) or monitoring of the situation has 
been agreed, putting this in writing only if this seems the best way of making 
things clear. However, a note should be made of the action and retained. 
 
Where no satisfactory solution has been found within a maximum of 15 school 
days, complainants should be asked if they wish their concern to be 
considered further. If they do then they should be given clear information, 
both orally and in writing, about how to proceed and about any 
independent advice available to them. 
 
 
 
 
 
 



Stage 2 
 
The Headteacher (or designate) acknowledges the complaint orally or in 
writing, within a maximum of 3 school days of receiving the complaint, 
confirming the exact nature of the complaint. The acknowledgement should 
give a brief explanation of the school’s complaint procedure and a target 
date for providing a response to the complaint. This could be within 15 school 
days, if this proves impossible, a letter should be sent explaining the reason for 
the delay and giving a revised target date for a response. 
 
The Headteacher (or designate) provides an opportunity for the complainant 
to meet him/her to supplement any information provided previously. It should 
be made clear to the complainant that if s/he wishes, s/he may be 
accompanied to any meeting by a friend, relative, representative, or 
advocate who can speak on his or her behalf; and that interpreting facilities 
are available if needed. 
 
If necessary, the Headteacher (or designate) could interview witnesses and 
take signed statements from witnesses and those involved. If the complaint 
concerns a pupil, the pupil identified should be interviewed. The pupil should 
preferably be interviewed with another member of staff present and in the 
case of a serious complaint with their parents present. 
 
It is strongly advised that the Headteacher (or designate) should keep a 
written record of interviews, telephone conversations, and other 
documentation. 
 
Once all the relevant facts have been established, the Headteacher (or 
designate) should then produce a written response to the complainant, or 
may wish to meet the complainant to discuss/resolve the matter directly. 
 
A written response should include a full explanation of the decision and the 
reasons for it. Where appropriate, this should include what action the school 
will take to resolve the complaint. The complainant should be advised that if 
s/he wishes to take the complaint further s/he should notify the Parent Board 
within a maximum of 10 school days of receiving the outcome letter. 
 
If a complaint is against the action of a Headteacher, the Board of Trustees 
should carry out all the Stage 2 procedures. 
 
 
 
 
 
 
 
 



Stage 3 
 
This stage in the procedure can follow Stage 2 where the earlier stage has 
been investigated by a senior member of staff other than the Headteacher. 
 
If the complainant is not content with the decision reached by the designate 
in response to their complaint, they may then refer the matter to the 
Headteacher. An agreed period of time for this to take place could be 
established – within a maximum of 15 school days. 
 
The Headteacher should endeavour to resolve any complaint referred to 
them at this stage and should seek to arrange a meeting with the 
complainant as soon as practical. The meeting offers an opportunity to 
reassess all the issues, discuss any further findings from the Headteachers 
investigation, clarify the action to be taken by the school and ally the 
complainants worries in order to seek reconciliation. 
 
Should the complainant still be dissatisfied then they should be directed to 
put their complaint in writing to the Board of Trustees.  A member of the 
Board will respond to the complainant and at this stage hopefully offer a 
resolution.  
 
 
CONCERNS AND COMPLAINTS PROCEDURE GUIDANCE NOTES FOR PARENTS 
 
 
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. Be assured that no matter what you are wanting to tell 
us, our support and respect for you and your child in the school will not be 
affected in any way. 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. 
 
What to do first 
 
Most concerns can be sorted out quickly by speaking with your child’s class 
teacher. 
 
Any teacher or the Office Manager can help you find the right member of 
staff. If you have a concern which you feel should be looked at by the 
Headteacher in the first instance you can contact her straightaway if you 
prefer. It is usually best to discuss the problem face to face. You may need an 
appointment to do this and can make one by ringing or calling in to the 
school office. You can take a friend or relation to the appointment with you if 
you would like to so that they can support you. 



 
All staff will make every effort to resolve your problem informally. They will 
make sure that they understand what you feel went wrong, and they will 
explain their own actions to you. They will 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. 
 
 
What to do next 
 
If you are dissatisfied with the initial response from your child’s class teacher 
you can ask to speak to the member of the Senior Leadership Team (SLT). If 
your child is in the Early Years & Foundation Stage this would be Toni Haines.   
If you remain dissatisfied with the response from the relevant member of staff 
then by all means bring your complaint to the attention of Gemma Davey 
(Headteacher). Please either ask for an appointment via the front office or 
alternatively put your complaint in writing, addressed to the Headteacher 
who will investigate the complaint and contact you to provide a suitable 
time to meet and discuss the issue. 
 
If your complaint is about an action of the Headteacher personally, then you 
should either refer it to the Office Manager, who will refer it to the Board of 
Trustees or you may write directly to the Board of Trustees whose details are 
available on the school website or from the school office. 
 
You may also find it helpful at this stage to have a copy of the full statement 
of the General Complaints Procedure as this explains in detail what 
procedures are followed. This is available from the school office.  
 
The Headteacher will ask to meet you for a discussion of the problem. Again, 
you may take a friend or someone else with you if you wish. The Headteacher 
will conduct a full investigation of the complaint and may interview any 
members of staff or pupils involved. You will be invited to discuss the 
Headteacher’s findings and her response to the issues. You may also receive 
a written response to the complaint if you wish. 
 
 
HOW TO RAISE A CONCERN OR COMPLAINT  
 
 
A complaint may be made: 
 
• In person, by telephone or in writing 

 
• By a third party acting on behalf of the complainant. 


