
Appendix 1 
 
Roles and Responsibilities 
 
Complainant 
 
The complainant should: 
 

 Explain their complaint in full as swiftly as possible. 

 Co-operate fully with the School to try and resolve the complaint. 

 Respond promptly to requests for information or meetings. 

 Agree the details of their complaint and their desired outcomes in a timely way 
if clarification is requested. 

 Ask for assistance if or when needed. 

 Treat everybody involved in their complaint and the complaints process with 
dignity and respect. 

 Refrain from publicising the details of their complaint on social media and 
respect confidentiality. 

 Refrain from making allegations and threats. 
 

If the complainant fails or refuses to follow the above, the School may have to 
suspend its consideration of their complaint, either temporarily or permanently, 
depending on the nature of the complainant’s behaviour and how this affects the 
School’s handling of the complaint.  In such circumstances, the School also reserves 
the right to invoke its Policy and Procedure for Managing Persistent and Vexatious 
Behaviour and Complaints (contained in Appendix 3). 
   

Investigator (if one is required or appointed) 
 

This could be the Headteacher or another member of the School’s Senior 
Leadership Team.  The Investigator’s role is to establish the facts relevant to the 
complaint by: 
 

 Providing a comprehensive, open, transparent and fair consideration of the 
complaint through: 
o Sensitive and thorough interviewing of the complainant to establish what has 

happened and who has been involved. 
o Interviewing any staff, children, young people or any other people relevant to 

the complaint. 
o Consideration of records and other relevant information. 
o Analysing information. 
o Referring to any relevant School policies and procedures that apply. 

 Liaising with the complainant and the Complaints Co-ordinator as appropriate 
to try and identify how the complaint may best be resolved. 

 
The Investigator should: 
 

 Conduct interviews with an open mind and be prepared to persist in their 
questioning if they deem this necessary. 



 Keep notes of interviews or arrange for an independent note taker to document 
the meeting. 

 Ensure that any papers produced during the investigation are kept securely 
pending further consideration of the complaint. 

 Be mindful of the timescales to respond. 

 If the Investigator is somebody other than the Headteacher, then they should 
prepare a comprehensive report for the Headteacher or the Stage 2 Complaints 
Panel that sets out the facts, tries to identify solutions and makes 
recommendations to try and resolve the issues. 

 
The Headteacher or Stage 2 Complaints Panel will then determine whether to uphold 
or reject the complaint in full or in part and communicate their finding(s) to the 
complainant, providing the appropriate escalation details. 
 

Complaints Co-ordinator 
 
This could be the Headteacher, a Designated Complaints Governor or a member of 
School staff providing administrative support. 
 
The Complaints Co-ordinator should: 
 

 Ensure that the complainant is updated at each stage of the School’s 
complaints process. 

 Liaise with staff members, the Headteacher, the Chair of Governors, the Clerk 
and any another relevant sources of information or support, to ensure a smooth 
and effective complaints process. 

 Remain mindful of issues regarding: 
o Sharing third party information. 
o Additional support.  This may be needed, for example, by complainants 

when making a complaint, including an Interpreter or where the complainant 
is a child or young person. 

 Keep accurate records and store them securely. 

 
Clerk to the Governing Body 
 
The Clerk is the point of contact for the complainant, the respondent on behalf of the 
School and the Stage 2 Complaints Panel.  They should: 
 

 Ensure that everybody involved in the complaints process is aware of their legal 
rights and responsibilities, including any under legislation relating to School 
complaints, education law, the Equality Act 2010, the Freedom of Information 
Act 2000, the Data Protection Act (DPA) 2018 and the General Data Protection 
Regulations (GDPR). 

 Set the date, time and venue of the meeting, ensuring that the dates are 
convenient to all parties if they are invited to attend (unless three proposed 
dates have been declined without good reason in which case the Clerk or the 
Chair of Governors will decide when the Hearing will be).  They should also 
ensure that the venue and proceedings are accessible for all attendees. 

 Collate any written material relevant to the complaint (for example; the Stage 1 



paperwork, the respondent on behalf of the School’s submission, the 
complainant’s submission and signed, dated witness statements) and send it to 
all parties in advance of the meeting within an agreed timescale (including the 
Panel). 

 Take detailed notes of the Stage 2 Complaints Panel Hearing. 

 Provide a copy of their detailed notes to either or both parties if requested to do 
so. 

 Notify both parties of the Panel’s findings. 

 
Chair of the Stage 2 Complaints Panel 
 

The Chair of the Stage 2 Complaints Panel will be appointed in advance of the 
Hearing and should ensure that: 
 

 Both parties are asked (via the Clerk) to provide any additional information 
relating to the complaint by a specified date in advance of the Hearing. 

 The Hearing is conducted fairly and impartially, is not adversarial, and that, if all 
parties are invited to attend, everyone is treated with respect and courtesy. 

 Complainants who may not be used to attending such Hearings are put at ease 
insofar as possible.  This is particularly important if the complainant is a child or 
young person. 

 The remit of the Complaints Panel is explained to both parties.  

 Written material is seen by everyone in attendance, provided it does not breach 
confidentiality or any individual’s rights to privacy under the DPA 2018 or 
GDPR. 

 If a new issue arises, it would be useful to give everyone the opportunity to 
consider it and comment upon it.  This may require an adjournment of the 
Hearing.  New issues would need to be passed back for consideration at Stage 
1 first. 

 Both the complainant and the respondent on behalf of the School are given the 
opportunity to put forward their case and seek clarity, either through written 
submissions ahead of the Hearing or verbally in the Hearing itself. 

 No cross questioning is permitted.  All questioning is conducted by the Panel. 

 The issues are addressed. 

 Key findings of fact are made. 

 The Panel is open-minded and acts independently. 

 No member of the Panel has an external interest in the outcome of the 
proceedings or has had any involvement at an earlier stage of the complaints 
process. 

 The Clerk takes detailed notes of the Hearing. 

 They liaise with the Clerk whenever the need arises (and the Complaints Co-
ordinator, if the School has one). 

 

Stage 2 Complaints Panel Member 
 
Stage 2 Complaints Panel Members should remain mindful that: 
 

 The Hearing must be independent and impartial and should be seen to be so. 
 No Governor may sit on the Panel if they have had prior involvement in the 



complaint or in the circumstances surrounding it.  

 The aim of the Hearing should be to try and resolve the complaint and achieve 
reconciliation between the School and the complainant wherever possible. 

 The complainant may not be satisfied with the outcome if the Panel does not 
find in their favour.  It may only be possible to establish the facts and make 
recommendations. 

 Many complainants will feel nervous in a formal setting such as this. 
 Parents and carers often feel emotional when discussing issues that affect their 

children.  
 Extra care needs to be taken if the complainant is a child or young person and 

they are present during all or part of the Hearing. 

 Careful consideration of the atmosphere and proceedings should be given to 
ensure that a child or young person does not feel intimidated. 

 The Panel should respect the views of a child or young person and give them 
equal consideration to those of adults. 

 If a child or young person is the complainant, the Panel should ask them in 
advance if any support is needed to help them present their complaint. 

 Where a child or young person’s parent or carer is the complainant, the Panel 
should give them the opportunity to say which parts of the meeting, if any, the 
child or young person would like to be present for. 

 The complainant should be advised that it may not be agreed for a child or 
young person to attend a Hearing if the Panel considers that it is not in the child 
or young person’s best interests.  

 The welfare and best interests of the child or young person should remain at 
the forefront at all times. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  



Appendix 2 
 

Formal Complaint Form 
 
 
Name: 

 
 
 

 
Address: 
 

  

 
Postcode: 
 

  

 
Email address: 
 

  

 
Telephone No: 
 

 
Day: 

  

  
Evening: 
 

  

  
Mobile: 
  

  

 
What is the nature of your complaint? (Please use additional sheets if needed) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
Have you raised your issue(s) with 
your child’s Class Teacher at the 
informal stage?  If so, when did you 
do this? 
 

 
Yes (inc. date) 

 
No 

 

 
Have you complained to the 
Headteacher at Stage 1? 
 

 
Yes (inc. date) 

 
No 

 

 

What happened when you complained to the Headteacher? 
 

 

 
 
 
 
 
 
 
 
 
 
 

 

What are your desired outcomes? 
 

 
 
 
 
 
 
 
 
 
 
 

 
Signed: 
 

 
 
 

 
Date: 
 

 
 
 

 
 

Please return your completed complaint form to the School Office either 
by email at admin@shenley.herts.sch.uk 
or, in hard copy format and it will be passed to the Headteacher or Chair 
of Governors, depending on what stage the complaint is at and what it is 
regarding. 

 

mailto:admin@shenley.herts.sch.uk


Appendix 3 
 

Shenley Primary School 
Policy and Procedure for Managing Persistent and Vexatious 

Behaviour and Complaints 
 
Shenley Primary School is committed to dealing with all complaints fairly and 
impartially and in accordance with the complaints policy and procedure that the 
Governing Body has adopted. 
 
The School will not normally limit the amount of contact that parents, carers or 
complainants have with us; however, the School does not expect its staff to tolerate 
unreasonable behaviour and we will take decisive action to protect staff from such 
behaviour, including any that the School deems to be abusive, offensive or 
threatening. 
 
Shenley Primary School defines unreasonable behaviour as that which affects the 
smooth and efficient running of the School on a daily basis, or that which hinders the 
School’s consideration of complaints because of the frequency or nature of the 
complainant’s contact with the School, such as, if the complainant: 
 

 Refuses to articulate their complaint or specify the grounds of a complaint or 
the outcomes sought by raising the complaint, despite offers of assistance. 

 Refuses to co-operate with the complaints process at any stage. 

 Refuses to accept that certain issues are not within the scope of the complaints 
process. 

 Insists on the complaint being dealt with in ways which are incompatible with 
the complaints process or with good practice, or only in a way that suits 
themselves. 

 Introduces trivial or irrelevant information that they expect to be taken into 
account and commented upon. 

 Raises detailed but unimportant questions and insists they are answered fully, 
often immediately and to their own timescales. 

 Makes unfounded complaints about staff who are trying to deal with the issues 
and seeks to have them replaced. 

 Seeks to change the basis of some or all of the complaint as the complaints 
process proceeds.  

 Repeatedly makes the same complaint(s) (despite previous investigations or 
responses concluding that the complaint is unfounded or has been fully 
addressed). 

 Refuses to accept the outcome of the complaints process despite the fact that 
the process has been exhausted and correctly implemented, including 
signposting the complainant to the Department for Education (DFE). 

 Seeks an unrealistic outcome.  

 Makes excessive demands on School time by way of frequent, lengthy, 
complicated and stressful contact(s) with staff regarding the complaint, in 
person, in writing, by email and by telephone whilst the complaint is being dealt 
with. 

 Uses threats to intimidate. 



 Uses abusive, offensive or discriminatory language or violence. 

 Makes and breaks contact with the School on an ongoing basis with varying 
time delays in between. 

 Knowingly provides false information. 

 Persistently approaches various individuals at the School, as well as the Local 
Authority, Ofsted and the Department for Education, etc, through different 
routes about the same issue(s) in the hope of eliciting different responses. 

 Publishes what the School deems to be inappropriate or unacceptable 
information on social media or other platforms. 

 
Complainants should try to limit their communication with the School where it relates 
to their complaint, whilst the complaint is being progressed through the complaints 
process.  It is unhelpful and unnecessary if repeated correspondence is sent (either 
by letter, phone, email or text), as it could delay the outcome(s) being finalised. 
 
Wherever possible, the Headteacher or Chair of Governors will discuss any 
concerns with the Complainant/Parent/Carer about their behaviour informally before 
deciding to invoke this policy and procedure for managing persistent and vexatious 
behaviour and complaints. 
 
If any unreasonable behaviour continues after the Headteacher or Chair of 
Governors has spoken informally with the Complainant/Parent/Carer, the 
Headteacher will write to them.  The Headteacher will confirm that the School deems 
their behaviour to be persistent and/or vexatious and will ask them to stop behaving 
in this way. 
 
Wherever Complainants/Parents/Carers continue to contact Shenley Primary School 
excessively, causing a significant level of disruption, the School will consider whether 
to impose some or all of the following communication restrictions and confirm this in 
writing accordingly: 
 

 Requesting that contact only takes place in a particular form (e.g. letters only). 

 Requiring contact to take place with a designated member of Staff (e.g. the 
Headteacher). 

 Restricting telephone calls to specified days and times. 

 Asking the complainant to enter into an agreement about their future contact 
with the School. 

 Informing the complainant that if they do not follow this advice (as stated 
above), any further communication/correspondence that does not present 
significant new matters or new information will only be kept on file and will not 
be acknowledged or responded to. 

 If the complainant tries to re-open an issue that has already been considered 
through the complaints process, the Chair of Governors will inform them in 
writing that the process has been exhausted, that the matter is now closed, 
and that the School will not enter into any further correspondence about it. 

  
The decision of the Headteacher or Chair of Governors to invoke this policy and 
procedure (and any communication restrictions imposed as a result) is final and 
cannot be challenged or overturned through the School’s complaints process.  This 



is because the decision will be reviewed by the Headteacher or Chair of Governors 
after six months.  If the Complainant/Parent/Carer’s behaviour has remained the 
same or worsened, the Headteacher or Chair of Governors reserves the right to 
extend the communication restrictions for a further six months each time they review 
the situation.  If the Complainant/Parent/Carer’s behaviour has improved to a level 
that the School deems acceptable, then communication restrictions will be lifted on 
the proviso that should matters regress, the School reserves the right to reinstate the 
communication restrictions that previously applied. 
 
In response to any serious incident of aggression or violence, Shenley Primary 
School will immediately inform the Police and communicate our actions in writing.  
This may include barring the individual(s) from the School premises.  Should the 
School deem this necessary, it will ensure that it adheres to the guidance issued by 
the Department for Education (DFE) entitled Controlling access to School premises. 
 
The School also reserves the right to use and adapt this policy and procedure 
whenever it deems it appropriate to manage unreasonable or persistent contact not 
directly associated with, or resulting from, formal complaints. 
 

https://www.gov.uk/government/publications/controlling-access-to-school-premises/controlling-access-to-school-premises

