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HEATHFIELD SCHOOL 
 

Parent Complaints Policy 
  
 
 
 
 
 

Policy Area: General 

Relevant Statutory Regulations:  ISSR 2014 - Part 6 
 

ISSR 2014 - Part 7 
 

NMS 18 
 

Data Protection Act 2018 
 

Education and Skills Act 2008 

Key Contact Personnel in School 

Nominated Member of Leadership Staff Responsible 
for the policy:  

Headmistress 

Version:  2021.02 

Date updated:  01 September 2021 

Date of next review:  01 September 2022  

 
This policy will be reviewed at least annually, and/or following any concerns and/or updates to national and 

local guidance or procedures. 

Introduction 

 
Heathfield School (“the School”) has long prided itself on the quality of the teaching and pastoral care 
provided to its pupils in line with its professed values; ‘kind, positive, honest and respectful.’  If parents do 
have a complaint, they can expect it to be treated by the School in accordance with this Policy and Procedure. 
 
It is important to note that if a complaint relates to child protection allegations, other policies will override 
this in line with the School’s safeguarding policies.  
 
This policy is made available to parents of all current and prospective pupils, on the School website and on 
request from headmistresspa@heathfieldschool.net .  This policy can also be made available in larger print 
or more accessible format if required.  It is available to all staff on Teams within All Staff Information Team 
in the policies folder.  
 
If the complaint is regarding exams, parents should refer to the separate “Exams Appeals and Complaints 

Procedure and Policy”. 

Stage 1 – Informal Resolution of complaints 

 
It is hoped that complaints will be resolved quickly and informally. 
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If parents have a complaint they should contact their child’s tutor or Head of House for academic matters, or 
the housemistress for pastoral or boarding issues.  If the tutor, HOH or housemistress cannot resolve the 
issue on their own, it may be necessary to consult a member of the Senior Management Team (SMT).  
 
If an issue is raised to the Headmistress or a member of the SMT that could be resolved informally, the issue 
will be redirected to the appropriate member of staff to deal with.  
 
Acknowledgement of letters, emails or telephone calls should be made within 48 hours of their receipt 
(excluding weekends and school holidays where the issue will be dealt with as soon as practicable).  Parents 
will be informed of how the School intends to investigate the issue. 
 
The person who is contacted will make a written record of all complaints, the date on which it was received, 
and the names of the pupil and parents.  It may be necessary for the person to carry out further 
investigations, which may take longer.  A timeframe would be agreed to enable this.  
 
Should the matter not be resolved within 10 working days during term time (or agreed timetable as per 
above) or a satisfactory resolution met, then parents will be advised to proceed with their complaint in 
accordance with Stage 2 of this Procedure. 
 
A record will be made of all concerns/complaints and the date on which they were received.  A letter or email 
will always be written to parents, or a telephone call made, to conclude a matter, indicating how the issue 
has been dealt with and the outcome reached.  A record of all informal complaints will be stored centrally on 
Firefly and monitored and reviewed by the SMT every term.  
 
Stage 2 – Formal Resolution of complaints 

 
If the complaint cannot be resolved on an informal basis, then the parents should put their complaint in 
writing to the Headmistress.  The Headmistress will decide, after considering the complaint, the appropriate 
course of action to take.  If the complaint is about the Headmistress, then to the Chair of Governors who will 
decide the appropriate course of action to take.  
 
In most cases, the Headmistress or appointed representative will contact the parents concerned, normally 
within 10 working days (excluding weekends and school holidays where the issue will be dealt with as soon 
as practicable) of receiving the complaint, to discuss the matter.  If possible, a resolution will be reached at 
this stage. 
 
It may be necessary for the Headmistress or the appointed representative to carry out further investigations, 
which may take longer.  A timeframe would be agreed to enable this.  
 
The Headmistress or the appointed representative will keep written records of all meetings and interviews 
held in relation to the complaint.  Complaints which do not have safeguarding implications should be retained 
for a minimum of 7 years.  Where there is a safeguarding angle, records must be preserved for the term of 
the Independent inquiry into Child Sexual Abuse and at least until the accused has reached normal pension 
age or for 10 years from the date of the allegation if it is longer. 
 
Once the Headmistress or appointed representative is satisfied that, so far as is practicable, all of the relevant 
facts have been established, a decision will be made and parents will be informed of this decision in writing 
within 28 days of receipt of the written complaint (excluding weekends/School holidays).  The Headmistress 
or the appointed representative will also give reasons for her decision. 
 
At this stage a written record is required on whether the issue is resolved or if it needs to proceed to a panel 
hearing.  
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If parents are still not satisfied with the decision, they should proceed to Stage 3 of this Procedure. 
 
Stage 3 – Panel Hearing 

 

If parents seek to invoke Stage 3 (following a failure to reach an earlier resolution), they will be referred to 
the Chair of Governors (or their appointed representatives), who has been appointed by the Governors to 
call hearings of the Complaints Panel. 
 
The matter will then be referred to the Complaints Panel for consideration.  The Panel will consist of at least 
three persons not directly involved in the matters detailed in the complaint, one of whom shall be 
independent of the management and running of the school.  Each of the Panel members shall be appointed 
by the Chairman.  A member of the Panel will then acknowledge the invocation of Stage 3 and schedule a 
hearing to take place as soon as practicable and normally within 21 days of receiving the written request.  
 
If the Panel deems it necessary, it may require further particulars of the complaint or any related matter to 
be supplied in advance of the hearing.  Copies of such particulars shall be supplied to all parties not later than 
5 days (excluding weekends or holidays) prior to the hearing. 
 
The Parents may be accompanied to the hearing by one other person; this may be a relative or friend.  At 
this stage, legal representation will not be appropriate. 
 

The panel will aim to clarify what has happened, who has been involved and what the complainant feels 
would put things right.  If possible, the Panel will resolve the parents’ complaint immediately without the 
need for further investigation. 
 

Where further investigation is required, the Panel will decide how it should be carried out.  After due 
consideration of all facts they consider relevant, the Panel will reach a decision and may make 
recommendations, which it shall complete within 5 working days of the Hearing.  The Panel will write to the 
parents informing them of its decision and the reasons for it.  The decision of the Panel will be final.  
 

The Panel’s findings, actions the School may take and, if any, recommendations will be sent in writing 
to the parents, the Headmistress, the Chair of Governors and, where relevant, the person complained of 
within 28 days (excluding weekends and school holidays).  Records of the complaint will be kept at the school 
for inspection by the Headmistress and the Chair of Governors. 
 
When a complaint is received during the school holidays, it will not always be possible to resolve the 
complaint within the holiday period.  It will be dealt with as quickly as feasible but will always be addressed 
within the stated number of working school days mentioned above. 
 
If the complaint is regarding any member of the governing body other than the Chair of Governors it should 
be made in writing to the Chair of Governors.: 
 

Chair of Governors      
Mr Tom Cross Brown      
E: tcrossbrown@heathfieldschool.net      

 
If parents are dissatisfied with this procedure, or if the complaint is about the Chair of Governors, then they 
may contact the ISI (Independent Schools Inspectorate) on 0207 600 0100 or email info@isi.net 
 

Independent Schools Inspectorate    
CAP House       
9-12 Long Lane      
London       
EC1A 9HA       

mailto:tcrossbrown@heathfieldschool.net
mailto:info@isi.net
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T: 0207 600 0100      
E: concerns@isi.net 

 
Confidentiality 

 
Parents can be assured that all formal complaints at this level will be treated confidentially.  Correspondence, 
statements and records will be kept confidential except in so far as is required of the school by the Secretary 
of State or a regulatory body conducting an inspection under section 108 or 109 of the 2008 Act requires 
access to them and where disclosure is required in the course of the School’s inspection or where any other 
legal obligations prevail.  
 
Record Keeping 

 
Complaints which do not have safeguarding implications should be retained for a minimum of 7 years, 
indicating whether they have been resolved and at what stage, and the action taken by the School as a result 
of these complaints (regardless of whether they were upheld)..  Where there is a safeguarding angle, records 
must be preserved for the term of the Independent inquiry into Child Sexual Abuse and at least until the 
accused has reached normal pension age or for 10 years from the date of the allegation if it is longer. 
 
Review of Complaints 

 
The Headmistress will consider the handling of complaints from time to time and will discuss issues with staff 
as necessary.  The Headmistress will report to the governing body regularly on the number and type of 
complaints received and their outcomes.  
 
All complaints which reach stage two and beyond are recorded in the Complaints Register and this number 
is placed in the policy and is available therefore on the website.  
 
The governing body will monitor the level and nature of complaints regularly.  However, the names of 
individuals will be withheld in case an appeal panel needs to be constituted.  
 
Complaints received by Heathfield School 

 

2018 – 2019  One formal complaint recorded at Stage 2  

No formal complaints recorded at Stage 3 

2019 – 2020  No complaints were received at Stage 2 or Stage 3  

2020 - 2021 No complaints received to date at Stage 2 or Stage 

3  

 

Related Policies 

 

• Confidentiality Policy 

• Data Protection Policy 

• Exams Appeals and Complaints Procedure and Policy 

• Pupil Complaints Policy 

• Record Keeping Policy 
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PARENTS' COMPLAINT FORM 

In the event that parents have a serious complaint that has not been resolved by talking to the relevant Head 

of House or Senior Leader, they should fill in this form, or email and return it to the Headmistress. 

The School will contact the parents upon receipt of the complaint form and will investigate and give a formal 

response to the complaint, normally within 10 working days. 

I WOULD LIKE TO COMPLAIN ABOUT THE FOLLOWING: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Name:  .............................................................................  Date: ..........................................................................  

YOUR COMPLAINT WILL BE TREATED CONFIDENTIALLY AND VERY SERIOUSLY. 

You can expect that your complaint will be dealt with within 10 working days of receipt of this form. 


