
Introduction  

At Charlton Mackrell School we provide many 

opportunities to keep you informed and involved in your 

child’s progress with regular reports, open days, visits, 

pupil profile books and regular Parent Forums all helping 

the process.  

Cooperation between parents, staff and governors leads 

to a shared sense of purpose and a good atmosphere in 

the school.  

However, sometimes parents and school can encounter 

a misunderstanding and it is our aim that these should 

be sorted out by speaking with the right person at the 

right time, so that your concern may be looked into and 

an appropriate response given.  

What should I do first?  

It is important to be clear about what you wish to talk to 

the school about.  

Remember that although you may want to change a 

situation, you will also want it to end on a positive note 

with no bad feelings. For this reason it’s a good idea to 

follow the process and not back yourself, or anyone else, 

into a corner. Talking to the school ensures that you 

have the opportunity to understand how they see a 

situation but, most importantly, allows the school to 

hear what it looks like to you.  

Often parents / carers might ‘pop-in’ to school on the off 

chance, but remember that if you do have a concern it’s 

always a much better idea to make an appointment with 

the person you want to see, to ensure that there is 

enough time set aside to talk things through.  

Who should I contact? 

This will depend on the situation. Usually your child’s 

class teacher will be able to deal with the matter. More 

serious matters will require a senior member of staff or 

the Head Teacher.  

Mutual courtesy is expected and makes sure everything 

goes smoothly. There should always be discussion in the 

hope of solving any difficulties informally and most 

problems are resolved in this way.  

What if I am still unhappy?  

Request an appointment with the Head Teacher. It 

would be helpful to let the school know the times when 

you will be available so that a mutually convenient 

appointment can be arranged.  

If your child has special educational needs you may  

want to  contact  the Somerset Parent  Partnership 

Service to talk about your concerns (visit 

www.somersetparentpartnership.org.uk or telephone 

01823 355 578).  

Before you attend the meeting it is a good idea to note 

your concerns down in writing, this will ensure that the 

meeting focuses on the issue and finding a solution. You 

are very welcome to bring a friend or family member to 

the meeting with you if you wish.  

What should I expect to happen as a 
result of the meeting?  

After the meeting the Head Teacher may need to  

make further investigations to inform their decision and 

help achieve a resolution. They will then write to you 

outlining the investigation and giving details of any 

action (if appropriate) to be taken within a mutually 

agreed timescale.  

What if I feel the Head hasn’t answered 
my question or investigated my query?  

If you are still unhappy at the outcome and feel you have 

cause to take the matter further, you may, if you wish, 

ask the Governing Body to hold a review. This is a formal 

process which has to follow specific guidelines.   

What will I need to do to request a 
Governing Body Review?  

•  Write to the Clerk of Governors, stating that you wish 

to make a formal complaint. The school office has the 

Clerk’s address.  

•  You must write within 10 school days of receiving the 

Head Teacher’s response.  

•  Your letter should make it clear what you are 

complaining about and what you would wish the 

Governors to do.  

•  If it will help you, the school can provide a form to be 

used for this purpose. It is called a Governing Body 

Review Request Form.  

•  Your need to be aware that you cannot introduce any 

new or different complaint at this stage.  

 

What will happen next?  

A panel of governors will undertake a review; they will 

be governors who haven’t been involved in the 

complaint thus far.  

The Clerk of Governors will contact you to arrange a 

mutually convenient date, time and place for you to 

meet with the panel and will send you a Governing Body 

Review Request From to complete.  

You will be invited to meet with the panel within 15 

school days to explain your concerns. You are welcome 

to bring a friend to the meeting with you if you wish; this 

may be anyone you think will be able to support you.  

After the meeting has taken place, the panel will then 

review and / or investigate the Head Teacher’s handling 

of / response to your complaint. They will decide if it was 

appropriate and fair. To assist them they may wish to 

meet with any staff or witnesses who can provide 

information 

 



They will write to you within 15 school days to explain 

their decision. This decision will usually be final and this 

is the end of the school’s complaint process.  

What do I do if I’m still unhappy?  

If you are still unhappy at the end of this process, you 

may, if you wish, forward your complaint to Department 

for Education (DfE) and addressing your complaint to the 

Secretary of State.  

They will require you to forward your complaint using 

their online ‘school complaints form’. This can be found 

at:  

https://www.education.gov.uk/schools/leadership/scho

olperformance/school-complaints-form  

 

You should be ready include all relevant documentation 

including correspondence.  

For the most up-to-date guidance regarding the DfE 

process in respect of school complaints and the relevant 

legislation that applies to this you should always check 

the DfE website. The address is here.  

 

http://www.education.gov.uk/aboutdfe/ 

complaintsprocedure/b00212240/making-complaint-

school/how-to-complain 

 

In summary 

Be clear about your concern.  

Make appointment to talk to your child’s teacher, or 

senior member of staff; allow yourself enough time. 

Agree a solution and future meeting to check all 

resolved. 

Concern resolved. 

Concern unresolved?  

Request an appointment to see the Head Teacher. It 

helps discussion to put your concern in writing.  

Head teacher investigates and writes to you with 

outcomes and actions, if appropriate. 

Concern resolved 

Concern unresolved and you decide to make formal 

complaint to Governors?  

You have 10 days from Head Teacher’s reply to contact 

the Clerk to Governors; be clear in your letter about 

nature of the complaint and the outcome required. 

Complaint cannot be altered/added to. 

 

Clerk contacts you to arrange date, time & place for 

panel review (max. 15 school days after this contact). 

 

Governors’ Panel meets with you; investigates complaint 

and gives you their decision in writing within 15 school 

days.  

School Complaints Process concluded. 
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At Charlton Mackrell V.C. Primary School we endeavour 

to ensure that all our pupils flourish in a safe and happy 

educational environment and that all our families feel 

able to approach us if they feel that things are going 

wrong. 

 

This process has been specially designed to help us work 

together to resolve issues that might arise, to ensure 

that everyone’s views may be heard and that any 

complaint is dealt with both properly and fairly. 

Happily most concerns are resolved in the early stages of 

the process and the latter stages are rarely used – but 

nevertheless they remain part of our process. 

 

 


