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A guide to the formal complaints policy and procedure for use by parents and pupils. 
 
Prior Park Educational Trust is proud of the quality of its teaching, pastoral and boarding care. 
Nonetheless, complaints from parents or pupils can and do arise from time to time. This short 
guide is available to parents, pupils, boarders and staff and explains how your complaint will 
be handled.  It concerns all 3 schools within the Trust and includes the Early Years Foundation 
Stage. 

Any complaints should have a direct connection with the one of the three schools within the 
Prior Park Educational Trust (PPET). 
 
Written procedures for members of the teaching or support staff to state a grievance are 
promulgated separately. 

Stage 1 – INFORMAL RESOLUTION 
The guide below outlines the process involved if you wish to take the matter further. 
 
1. It is hoped and expected that most complaints and concerns will be resolved quickly and 

informally.   
 
2. Complaints, whether written or verbal, should be made in the first instance to either: 

 
- the relevant Housemaster/Housemistress, class/ subject teacher or; 
- on purely academic matters to the Academic Deputy Head (PPC)/ Director of Studies 

(PPPS and TP) or; 
- on administrative/financial issues to the Foundation Business Director. 

 
3. Complaints made directly to a more senior member of the teaching staff (i.e. Head or 

Deputy Head) will normally be referred back in the first instance to the level described 
above, unless there is a clear reason not to do so. 

 
4. A member of staff receiving the complaint should always make a written record, including 

the date on which the complaint was received and any action taken. The recipient should 
make every effort to resolve the complaint informally, seeking more senior guidance as 
necessary. If the complaint cannot be resolved at that level it will be passed to the Deputy 
Headmaster or Headmaster, and indeed any complaint not satisfactorily resolved within two 
weeks must be referred in this way.  If a complaint is so referred the complainant will be 
informed. 

 
5. A central record of complaints is kept at each school for a minimum of three years including 

mention of the stage at which it was resolved.  The file of complaints is to be reviewed by 
the Headmaster not less than termly. PPC: Deputy Head’s office; PPPS: School Office; TP: 
Headmaster’s office. 

 
6. Any complaint alleging bullying is dealt with in accordance with the Counter Bullying 

Procedure. 
 
7. Any complaint relating to alleged abuse of any sort is dealt with in accordance with the 

Child Protection (Part of Safeguarding) Policy. 
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Stage 2 – FORMAL RESOLUTION 
 
If the complaint cannot be resolved at stage 1, the complainant will be advised to pursue the 
complaint at stage 2 in writing. 
 
8. At this stage the complaint should be put in writing and addressed to the Headmaster. The 

formal complaints procedure is not automatically triggered whenever a concern is expressed 
in writing, for example, by email. Complaints will only progress to the formal stage after 
first being considered at the preliminary stage (as outlined above), and only then if the 
complainant purposefully intends to escalate a matter to the formal stage, with an official 
written complaint.  
 

9. The Headmaster or his Deputy will meet the complainant (or contact him/her by 
telephone), normally within one week of receiving the complaint, to discuss the matter.  If 
possible, a resolution will be reached at this stage.  The Headmaster (or Deputy) may be 
accompanied at meeting(s) by other member(s) of staff as appropriate to the case. 

 
10. If applicable, complainants may be asked to realise that it is necessary for the school to 

carry out further investigations.  
 
11. Written records will be kept of all meetings and interviews held in relation to the complaint.  

The record of a meeting may be taken by a separate note taker. 
 
12. Once the Headmaster is satisfied that so far as is practicable all of the relevant facts have 

been established, a decision will be made and the complainant will be informed of this 
decision, and the reasons. Any written complaint will normally receive a response by the 
same medium (i.e. letter, email, fax, etc). 

 
13. The conclusion of Stage 2 should be within two weeks of the complaint being raised to this 

level. If further investigations are still required at that time, then the complainant will be 
informed, with a forecast of the expected response date. 

 
14. If a complaint cannot be resolved satisfactorily at the Headmaster’s level, then the issue 

may be referred to a panel convened by the Chair of Governors. The complainant will be 
informed of the right to refer the issue to the Board of Governors in writing and will also be 
offered a copy of the written procedure for pursuing this route. 

 
15. Written complaints about the fulfilment of the EYFS requirements must be investigated and 

the complainant notified of outcome within 28 days. 
 
 
Stage 3 – PANEL HEARING 

 
16. If this part of the procedure is invoked, the complaint will be referred to the Chair of 

Governors (or nominated Governor) who will call a complaints panel hearing. 
PPET takes complaints seriously and will strive to resolve any complaints to the 
satisfaction of the complainant as soon as possible and with an open and fair approach. 
 

17. 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 
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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 Chair of Governors and on 
behalf of the Panel, the Chair will then acknowledge the complaint in writing and 
schedule a hearing to take place as soon as practicable and normally within two weeks. 
 

18. The panel may require further information or documents in advance of the hearing.  Copies 
of such particulars shall be supplied to all parties not later than two working days prior to 
the hearing. 

 
19. The parents may be accompanied to the hearing by one other person.  This may be a 

relative, teacher or friend.  
 
20. 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 
this should be carried out. 
Unless there is unforeseen delay, complainants will be notified of the outcome of an 
investigation within 28 days of the school having received the complaint. 
 

21. After due consideration of all facts they consider relevant, the Panel will reach a decision 
and may make recommendations, which it shall complete within seven days of the Hearing.  
The Panel will write to the parents informing them of its decision and the reasons for it – 
this will be final. This document will also be sent to the Headmaster, the Governors and, 
where relevant, the person complained of and will also be made available for inspection. 

 
22. Parents can be assured that all concerns and complaints will be treated seriously and 

confidentially.   Correspondence, statements and records relating to individual complaints 
will be kept confidential except where disclosure is required in the course of the school’s 
inspection or under other legal or regulatory obligation. 
Records of complaints will be kept for three years and will include mention of the stage at 
which they were resolved. 
 

 
 
 
General matters: 
 
23. If a grievance involves the Headmaster of one school in the Trust it may be raised with the 

Head of one of the other Trust schools, or, if deemed more appropriate, to a member of 
the Senior Management Team of the school in question. 
 

24. If the grievance still cannot be resolved it may then be referred to the Chair of Governors 
by writing to him:  Mr Michael King, c/o The Clerk to the Governors, Prior Park College, 
Bath, BA2 5AH 
 

25. Parents of pupils who board may contact the Office for Standards in Education (OFSTED) 
regarding any complaint concerning their child’s welfare.  Contact details for OFSTED are 
as follows or alternatively, please contact the Department for Education directly. 

 
26. Parents may contact Ofsted or the Independent Schools Inspectorate if they believe a school 

is not meeting the EYFS requirements. 
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27. Records of complaints are available to Ofsted and the ISI on request. 

 
Prior Park College and The Paragon: 
Ofsted, Freshford House, Redcliffe Way, Bristol BS1 6NL 
Tel: 0300 123 4666 
Email: enquiries@ofsted.gov.uk 
 
Independent Schools Inspectorate, CAP House, 9-12 Long Lane, London EC1A 9HA 
Tel:  020 7600 0100 
Email:  info@isi.net 
 
Prior Park Preparatory School: 
Compliance, investigation and enforcement team: 
Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD 
Email: enquiries@ofsted.gov.uk 
 
Independent Schools Inspectorate, CAP House, 9-12 Long Lane, London EC1A 9HA 
Tel:  020 7600 0100 
Email:  info@isi.net 
 

28. Pupils are not penalised for making a complaint in good faith. 
 

29. As well as providing parents with the policy document, we are also obliged to provide 
information about the number of formal complaints made in the previous academic year. 
For the sake of clarity, this would not include any complaint settled at stage 1 of the 
complaints procedure, but a record of such must be kept. 

 
  Academic year 2014/15: 
 

  Prior Park College:  0 
  Prior Park Preparatory School: 3 
  The Paragon: 1 
  

Other related policies: 
Admissions; 
Child Protection (Part of Safeguarding); 
Counter Bullying; 
Equal Opportunities 
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