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[bookmark: _Toc135690280][bookmark: _Toc135723976]Example decision letter
For a maintained school complaints panel hearing outcome
[Date]
Confidential: complaints panel outcome
Dear [name of complainant],
Following the complaints panel hearing held on [date], I am writing to inform you of the panel’s decision.
Your complaint was [summarise complaint].
The following evidence was considered [summarise evidence].
After reviewing the evidence and questioning those concerned, the panel has:
upheld the complaint in whole/in part 
OR 
not upheld the complaint and no further action will be taken
Whatever the outcome, clearly state the reason/s for the decision reached and outline any recommendations issued to the school to achieve reconciliation and resolution.
If a complaint is upheld in whole or in part, one or more of the following may also be included:
an explanation
an admission that the situation could have been handled differently or better 
an assurance that we will try to ensure the event complained of will not recur
an explanation of the steps that have been or will be taken to help ensure that it will not happen again and an indication of the timescales within which any changes will be made
an undertaking to review school policies in light of the complaint
an apology


If you believe the school did not handle your complaint in accordance with the published complaints procedure or it acted unlawfully or unreasonably in the exercise of its duties under education law, you can refer your complaint to the Department for Education (DfE). 
The DfE will not normally re-investigate the complaint or overturn the panel’s decision but will consider whether the school has adhered to education legislation and any statutory policies connected with the complaint.
You can refer your complaint to the DfE online at www.education.gov.uk/contactus, by telephone on 0370 000 2288 or by writing to:
Department for Education, Piccadilly Gate, Store Street, Manchester, M1 2WD.
Yours sincerely,
[Panel chair OR clerk on behalf of the panel]
This letter will likely be drafted by the governance professional (clerk) on behalf of the board and sent to the panel chair for approval.
A copy of the letter should also be sent to the headteacher.
Any recommendations included in the letter should by clearly communicated to relevant parties.
The outcome of the panel’s decision should be reported to the full governing board.
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