How to run an effective complaints review panel
Model flowchart for the complaints process: maintained schools

This flow chart is based on DfE guidance issued in January 2021, found here.

Informal: Informal complaint/concern raised with staff
member/headteacher

Headteacher/staff member responds immediately to complainant then
provides a full response to the complainant in writing within (10)7 school
days of receiving the concern

Ensure complaints co-ordinatorii informed of outcome

Issue resolved Issue not resolved

Stage 1: Formal complaint to headteacher

Complaint submitted in writing within (10) school days of informal
concern being concluded

Acknowledge receipt of complaint providing target response date within
(5) school days

Complaint investigated

Write (email or 1% class letter) to complainant with outcome of
investigation and process for appeal by target response date

Issue resolved Issue not resolved

Stage 2: Governors’ complaints review panel hearing arranged

Complainant writes to the chair/clerk as in the policy within (10) school
days of receipt of the date of the letter notifying the outcome of Stage 1

Invite complainant to the governors’ complaints review meeting - to be
held within (15) school days of receipt of stage 2 complaint

Hold meeting

Issue letter confirming panel decision within (5) school days of review
meeting

Ensure complaints co-ordinator informed of outcome

i If the complaint is about the headteacher it should go directly to the Chair of governors who should then either
deal with Stage 1 or delegate another board member; If complaint proceeds to Stage 2 then this will be dealt
with by a panel in the usual way

i All dates are suggested dates; the trust/school can choose its own number of school days for each stage

i The guidance suggests a complaints co-ordinator/administrator to co-ordinate the process; see Resources for
responsibilities suggested by the DfE
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https://www.gov.uk/government/publications/school-complaints-procedures

