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This procedure applies to: Anyone wishing to complain about provision, facilities or services provided by Manuden Primary School, where no separate statutory procedure applies.
Related documents: Parent and Carer Code of Conduct; Child Protection and Safeguarding Policy; SEND Policy and SEN Information Report; Behaviour Policy; Whistleblowing Policy; Staff Code of Conduct; Data Protection Policy.


1. Purpose and principles
Manuden Primary School aims to resolve concerns and complaints fairly, promptly and as close to the point of origin as possible. We value constructive challenge and recognise that complaints can help us identify where practice, communication or systems need to improve.
This procedure is intended to be simple, impartial and non-adversarial. It does not prevent anyone from disagreeing with the school or raising a legitimate concern. The substance of a complaint will be considered separately from the manner in which a complainant communicates or behaves.
In accordance with section 29 of the Education Act 2002, the Governing Body has established and publishes this procedure for complaints relating to the school and any community facilities or services it provides, except where a separate statutory procedure applies.
2. Legal framework and guidance
This procedure has regard to:
Education Act 2002, section 29;
Department for Education (DfE), School complaints procedures: guidance for maintained schools and Best practice guidance for school complaints procedures 2020;
Equality Act 2010;
Data Protection Act 2018 and UK GDPR;
Education Act 1996, including the Secretary of State's intervention powers under sections 496 and 497;
DfE guidance on preventing and tackling bullying and harassment of school staff (2026).
3. Concern or complaint?
	Concern
	Complaint

	A concern is an expression of worry or doubt over an issue for which reassurance or an informal resolution is sought.
	A complaint is an expression of dissatisfaction about actions taken, or a lack of action, where the complainant seeks a response or resolution.


Most concerns can be resolved informally. However, a complainant may make a formal complaint at any point and will not be required to complete the informal stage before doing so.
4. Who can make a complaint?
The procedure is not limited to current parents and carers. Anyone may make a complaint about provision, facilities or services provided by the school, unless the complaint is subject to a separate statutory procedure. This may include parents or carers of former pupils and members of the public.
A complaint may be raised in person, by telephone or in writing. A third party may act on behalf of a complainant where the school has appropriate consent to communicate with them.
5. Time limits
Complaints should normally be raised within three months of the incident, or, where a series of related incidents has occurred, within three months of the most recent incident. The school will consider complaints made outside this period where there are exceptional circumstances or where it would be fair and reasonable to do so.
For this procedure, a school day means a day on which pupils are expected to attend school. Complaints received during school holidays will normally be treated as received on the first school day after the holiday. Safeguarding or other urgent concerns will be acted upon immediately where required.
Where published timescales cannot reasonably be met, the school will explain the reason for the delay, provide a revised deadline and keep the complainant informed.
6. Complaints outside the scope of this procedure
This procedure covers complaints for which no separate statutory or specialist process applies. The following matters are normally dealt with under other arrangements:
	Matter
	Route

	School admissions and admission appeals
	Handled under statutory admissions and appeals arrangements by the admission authority or local authority, as applicable.

	Statutory SEND assessments and EHCP decisions
	Concerns about statutory assessment or Education, Health and Care Plan decisions are raised with the local authority and, where applicable, through statutory mediation or tribunal routes. Complaints about Manuden's own SEND provision may be considered under this procedure.

	Safeguarding / child protection
	Matters requiring a child protection investigation are handled under the Child Protection and Safeguarding Policy and relevant local safeguarding procedures.

	Suspensions and permanent exclusions
	Handled under the statutory suspension and exclusion arrangements. Complaints about the application of the Behaviour Policy may be considered under this procedure.

	Staff grievances
	Complaints from employees about their employment are handled under the school's grievance procedures.

	Whistleblowing
	Employees, temporary staff and contractors should use the Whistleblowing Policy where appropriate.

	Staff conduct / disciplinary matters
	A complaint about staff conduct may be received through this procedure, but any resulting disciplinary process is confidential. The complainant will be told that the matter has been addressed, but not the details of employment action.

	Services provided by external organisations
	Where another provider uses school premises or supplies a service under its own arrangements, complainants may be directed to that provider's complaints process.


7. Overview of the three-stage process
	Stage
	What happens
	Target timescale

	Stage 1
	Informal resolution with the member of staff best placed to help, where appropriate.
	Promptly; an agreed timeframe will be given where further enquiries are needed.

	Stage 2
	Formal complaint investigated by the Headteacher or other appropriate person.
	Acknowledged within 3 school days; written outcome within 15 school days.

	Stage 3
	Review by an impartial Governing Body complaints panel.
	Panel arranged within 20 school days where reasonably practicable; written outcome within 5 school days of the hearing.


A complainant may ask to move to the next stage where they remain dissatisfied. The school will not make progression dependent on permission from the school.
8. Stage 1 - informal resolution
Where appropriate, concerns should first be raised with the member of staff best placed to help. For routine classroom matters this will usually be the class teacher. The school office can help identify the appropriate person where the complainant is unsure.
At Stage 1, the school may:
listen to and clarify the concern;
gather relevant information;
explain the school's position or decision;
correct a misunderstanding;
apologise where appropriate;
agree practical action or a review point;
offer a meeting or telephone conversation where this would help.
Informal resolution is encouraged but is not compulsory. If the complainant wishes to make a formal complaint, they may proceed directly to Stage 2.
9. Stage 2 - formal complaint
How to make a formal complaint
Formal complaints should normally be sent to the School Office for the attention of the Headteacher and clearly marked as a formal complaint. The complaint form at Appendix 2 may be used, but it is not compulsory.
Where a complainant has difficulty putting their complaint in writing because of disability, learning difficulty, language or another communication need, the school will make reasonable adjustments. A member of staff may record the complaint on the complainant's behalf and ask them to confirm that the record is accurate.
A formal complaint should set out, as clearly as possible:
what has happened;
the main points of complaint;
who has been involved, where relevant;
what steps have already been taken to resolve the issue;
what outcome or action the complainant is seeking.
Acknowledgement and investigation
The school will acknowledge a formal complaint within 3 school days. The person investigating the complaint will be impartial and will not have a conflict of interest.
The investigator may:
clarify the complaint and desired outcome;
meet or speak with the complainant;
speak with relevant staff or witnesses;
review relevant records, policies and correspondence;
seek advice where necessary;
consider whether any immediate safeguarding, safety or other action is required.
The investigator will keep an open mind, establish the facts as far as reasonably possible, and distinguish between evidence, professional judgement and opinion.
Stage 2 outcome
The school will aim to provide a written Stage 2 response within 15 school days of receiving the formal complaint. The response will normally:
summarise the complaint considered;
explain the investigation undertaken;
state whether the complaint is upheld, partially upheld or not upheld;
give reasons for the conclusions reached;
identify any action, learning or remedy that can appropriately be shared;
explain how to request Stage 3 review.
The school will not disclose confidential information about another pupil, family or member of staff, including disciplinary action or safeguarding information.
10. Complaints about particular people or bodies
	Subject of complaint
	Who handles Stage 2

	A member of school staff
	The Headteacher, or another suitable senior person appointed by the Headteacher.

	The Headteacher
	The Chair of Governors, Sarah Turner. The complaint should be sent via the School Office marked: “Private and Confidential - Chair of Governors”.

	The Chair of Governors
	The complaint should be sent to the Clerk to the Governing Body. The Clerk will arrange for David Pimm to consider the complaint, provided he is impartial and has had no prior involvement. If he is unavailable or conflicted, another suitably skilled impartial governor will be appointed.

	Another individual governor
	The complaint should be sent to the Clerk to the Governing Body, who will arrange consideration by the Chair of Governors or another suitably skilled impartial governor.

	Both the Chair and David Pimm, or the whole Governing Body
	The complaint should be sent to the Clerk to the Governing Body. The Clerk will arrange an appropriate independent process, which may include an independent investigator and governors from another school for the final panel.


Where the published route cannot provide a genuinely impartial decision-maker, the school will document the reason for any necessary variation and arrange an appropriately independent alternative.
11. Requesting Stage 3 - Governing Body complaints panel
A complainant who remains dissatisfied after Stage 2 may request a Stage 3 panel. The request should be sent to the Clerk to the Governing Body, via the School Office, within 10 school days of the Stage 2 response. The school will consider late requests where there are exceptional circumstances.
The request should briefly explain why the complainant remains dissatisfied and what they would like the panel to consider. A complainant does not have to identify a procedural error in order to request Stage 3.
12. The Stage 3 panel
Membership and impartiality
The panel will normally consist of three suitably skilled and impartial governors who have had no prior involvement in the complaint. Where necessary to secure independence, governors or associate members from another school may be invited to serve. Any person with an actual or apparent conflict of interest must withdraw.
Details of an active complaint will not be shared with the full Governing Body before the procedure is complete, except where the complaint concerns the whole Governing Body or disclosure is otherwise necessary for governance or legal reasons.
Arranging the hearing
The Clerk will aim to arrange the panel hearing within 20 school days of receiving the Stage 3 request, where reasonably practicable. Reasonable efforts will be made to agree a date. If a complainant is unable or unwilling to attend after reasonable attempts to accommodate them, the panel may proceed in their absence using the written evidence available.
Relevant papers will normally be circulated to the complainant, the school and the panel at least 5 school days before the hearing. Confidential information may be withheld or redacted where necessary to protect pupils, staff or third parties.
Attendance and support
The complainant may be accompanied by a friend, relative or other supporter. Legal representation is not normally necessary because the panel is not a legal proceeding, although the school will consider requests where exceptional circumstances make representation appropriate. Reasonable adjustments will be made for disability or communication needs.
How the panel will consider the complaint
The panel will consider the complaint fairly and afresh. It will consider both the substance of the complaint and, where relevant, how the complaint has been handled. The panel may ask questions of the complainant, the investigator, school representatives and any appropriate witnesses.
The panel may:
uphold the complaint in whole or in part;
not uphold the complaint;
recommend action to resolve the complaint;
recommend changes to systems, practice or policy;
identify learning for the Governing Body or school leadership.
Panel outcome
The panel's written decision will normally be sent within 5 school days of the hearing. It will explain the conclusions reached, the reasons for those conclusions, any recommendations that can appropriately be shared, and that the school's internal complaints procedure is complete.
Minutes of the hearing will be kept. The complainant may receive a copy subject to appropriate redaction of confidential or personal information.
13. After the school procedure is complete
If a complainant remains dissatisfied after Stage 3, they may ask the Department for Education (DfE) to consider whether the school has handled the complaint in accordance with education law and its published procedure. DfE does not normally re-investigate the merits of the complaint as a further appeal stage.
DfE school complaints service: Complain about a school to the Department for Education
Ofsted may consider qualifying complaints about issues affecting the school as a whole. It is not an appeals body for individual complaints and normally expects concerns to have been raised with the school first.
14. Anonymous complaints
The school will not automatically investigate every anonymous complaint. The Headteacher will determine what action, if any, is appropriate having regard to the seriousness and credibility of the information, the possibility of corroboration, and any safeguarding, safety or legal implications.
Anonymous information suggesting that a child may be at risk, that a criminal offence may have occurred, or that there is another serious safeguarding concern will be considered and referred through the appropriate safeguarding route regardless of anonymity.
15. Complaints involving safeguarding or immediate risk
The complaints procedure must never delay action needed to protect a child or adult from harm. Where a complaint contains information that may constitute a safeguarding concern, allegation against an adult, low-level concern, criminal matter or immediate safety risk, the relevant safeguarding or statutory procedure will take priority.
The school may pause or adapt the complaints procedure while another statutory process is underway, but will explain this to the complainant as far as confidentiality permits.
16. Reasonable adjustments and accessibility
The school will make reasonable adjustments so that disabled complainants and others with communication needs can access the procedure. This may include accepting complaints in different formats, helping to record a complaint, providing additional time, arranging an accessible meeting, using an interpreter or allowing a supporter to attend.
A complaint will not be rejected solely because it was not submitted on the school's complaint form.
17. Recording meetings and conversations
Meetings and telephone conversations should not normally be recorded without the knowledge and agreement of all parties. Where recording is requested as a reasonable adjustment or for another legitimate reason, this should be discussed in advance and expectations agreed.
The school will not normally accept covert recordings as evidence unless exceptional circumstances make it fair and appropriate to do so. Any agreed recording must not be used in a way that causes harm, distress, harassment or intimidation.
18. Confidentiality, records and data protection
Complaint records will be handled in accordance with the school's data protection arrangements. The school will:
keep a record of the progress and outcome of formal complaints;
store complaint records securely and, where appropriate, separately from pupil educational records;
share information only where there is a legitimate need to know;
retain records in accordance with the school's records retention arrangements;
protect the confidentiality of pupils, families, staff and witnesses.
Information about complaints may be reported to governors in anonymised or aggregated form so that themes and learning can inform school improvement.
19. Managing serial, persistent or unreasonable complaints
Manuden Primary School will remain open to legitimate concerns and will not label a person as “serial” merely because they are persistent, disagree with the school, contact an MP, or use the complaints procedure appropriately. Any restrictions will relate to unreasonable behaviour or repeated pursuit of a substantially identical complaint, not to the individual simply exercising their right to complain.
Examples of unreasonable behaviour may include:
repeatedly raising substantially the same complaint after the procedure has been completed and no material new evidence is provided;
refusing to identify the issues complained of despite reasonable assistance;
changing the basis of a complaint repeatedly as the process proceeds;
seeking outcomes that are unlawful, impossible or wholly disproportionate;
making excessive, repetitive or deliberately disruptive contact that significantly interferes with the school's work;
using abusive, threatening, discriminatory, harassing or intimidating communication;
refusing to accept reasonable limits on communication while continuing to pursue the same matter.
Where contact becomes unreasonable, the school may put proportionate communication arrangements in place, for example:
a single point of contact;
a specified communication method;
a reasonable schedule for responses;
ending telephone calls or meetings where behaviour becomes abusive or unsafe;
responding only to new and material points once a complaint has completed the procedure.
Any such arrangements will be confirmed in writing, kept under review and will not prevent the school from considering a genuinely new complaint, safeguarding concern or other matter requiring action. The Parent and Carer Code of Conduct may also be applied where conduct is inappropriate.
20. Duplicate complaints and complaint campaigns
Where the school has completed its complaints procedure on a particular issue and receives a substantially identical complaint from another person, it may explain that the matter has already been considered and signpost the complainant to the appropriate external route. Confidential information about the original complainant or outcome will not be disclosed.
Where many people raise the same or closely related issue, the school may use a coordinated response, designated contact or published general response where this is fair and appropriate, while ensuring that individual safeguarding or materially different concerns are considered separately.
21. Withdrawal of a complaint
A complainant may withdraw their complaint at any stage. The school will normally acknowledge the withdrawal and close the complaint. The school may nevertheless continue to consider matters that raise safeguarding, legal, safety, disciplinary or wider school-improvement concerns.
22. Monitoring, learning and review
The Governing Body will keep the effectiveness of this procedure under review. Complaint themes, outcomes and learning may be considered in anonymised form to strengthen school systems and improve communication, provision and practice.
This procedure will normally be reviewed biennially and earlier where legislation, DfE guidance, school governance arrangements or experience indicate that amendment is required.
Appendix 1 - Complaints process at a glance
This summary does not replace the full procedure. Safeguarding and other statutory matters may follow a different route.
	STAGE 1 - INFORMAL
Raise the concern with the member of staff best placed to help. Most concerns can be resolved here. Informal resolution is encouraged but is not compulsory.

	↓

	STAGE 2 - FORMAL COMPLAINT
Send the complaint to the School Office for the Headteacher. Acknowledge within 3 school days. Written outcome normally within 15 school days. Complaints about the Headteacher go to Sarah Turner, Chair of Governors, via the School Office marked Private and Confidential.

	↓

	STAGE 3 - GOVERNING BODY PANEL
If still dissatisfied, request review through the Clerk to the Governing Body within 10 school days. Panel arranged within 20 school days where reasonably practicable. Outcome normally within 5 school days of the hearing. This completes the school procedure.


After Stage 3: a complainant who remains dissatisfied may contact the Department for Education about the school's handling of the complaint.
Appendix 2 - Formal Complaint Form
You may use this form to make a formal complaint, but you do not have to. Complaints can also be made in person, by telephone or in writing. Please contact the School Office if you need help or a reasonable adjustment.
	Name
	 

	Address
	 
 

	Telephone number
	 

	Email address
	 

	Pupil name (if relevant)
	 

	Your relationship to the pupil (if relevant)
	 

	Please explain your complaint. Include relevant dates, people involved and what happened.
	 
 
 
 

	What steps, if any, have already been taken to resolve the matter?
	 
 
 
 

	What outcome or action would you like the school to consider?
	 
 
 
 

	Do you need any reasonable adjustment, communication support or alternative format?
	 
 
 
 

	Documents attached (if any)
	 
 

	Signature (optional)
	 

	Date
	 


How to submit the form
Send or deliver it to: School Office, Manuden Primary School, The Street, Manuden, Bishop's Stortford, CM23 1DE; email office@manuden.essex.sch.uk. Please mark formal complaints clearly.
If the complaint is about the Headteacher, send it via the School Office marked “Private and Confidential - Chair of Governors”. If the complaint is about the Chair of Governors or another governor, address it to the Clerk to the Governing Body via the School Office.
Appendix 3 - Roles in the complaints process
	Role
	Main responsibilities

	School Office / Lizzie Grant
	Receive, log and acknowledge formal complaints; route them to the correct decision-maker; maintain administrative records; support communication and timescales.

	Headteacher - Phil Molyneux
	Normally investigates or oversees Stage 2 formal complaints about school provision or staff, unless conflicted or personally complained about.

	Chair of Governors - Sarah Turner
	Handles Stage 2 complaints about the Headteacher and may review relevant governance matters, subject to impartiality.

	David Pimm
	Normally considers a Stage 2 complaint about the Chair of Governors, where impartial and not previously involved.

	Clerk to the Governing Body
	Administers governor-related complaints and Stage 3 panels; advises on governance procedure and impartiality; arranges independent support where required.

	Stage 3 panel
	Considers the complaint fairly and afresh, reaches findings, identifies appropriate remedies or recommendations, and communicates the final school decision.


Key external guidance and contact
DfE - School complaints procedures: guidance for maintained schools
DfE - Complain about a school
DfE - Preventing and tackling bullying and harassment of school staff
MANUDEN PRIMARY SCHOOL  |  The Street, Manuden, Bishop's Stortford, CM23 1DE  |  01279 813370
www.manudenprimary.co.uk  |  office@manuden.essex.sch.uk
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