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INFORMAL PROCESS 

Initial concern raised to subject teacher/form tutor/individual delivering service 
It is expected and 

intended that the vast 

majority of concerns 

will be resolved to the 

satisfaction of all 

parties. 
Concern resolved Agreement on future action not 

reached within 10 days 

Concern raised with line manager of service 

provider who will investigate the matter 

Concern resolved Agreement on future action not reached 

within 10 days 

FORMAL PROCESS 

Complaint registered with Head 

• Acknowledge receipt of complaint (3 days) 

• Conduct investigation 

• Write to complainant with outcome (10 days) 

Issue resolved 
Logged by HM 

 

Agreement not reached on future 
action within 10 days 

Complaint registered with Chair of Governors 
giving details of complaint 

• Panel of 3 Set up (2 Governors, 1 
Independent member) 

• Complainant invited to attend meeting 

• Issue letter confirming panel decision 

• Outcome logged by HM 
 

An informal meeting 

offered with an 

appropriate Governor 

Issue resolved 
Logged by HM 

 

Issue not resolved 
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