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Complaints procedure flowchart  

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Complaint raised 

is ithe complaint n the scope of this complaints procedure and  is it a 

informal or formal complaint?  

 

 

Informal Stage 

A complaint can be heard informally to seek a quick resolution 

found 

Stage 1  

If the complainant remains dissatisfied with the outcome of informal stage (or wishes to raise the 
issue as a formal complaint), a stage 1 complaint can be submitted within 3 months of the incident 

occurring – see policy re exceptional circumstances  

Stage 1 – Formal Complaint submitted  

Complaint acknowledged by the school within 5 school days. 

Stage 1 Investigation 

The investigating officer or governor will investigate each part of the complaint in line with this policy. 

A response should be provided in full to the complaint within 20 school days from receipt of the 

complaint. 

If the complainant is 

satisfied with 

outcome of the stage 

1 investigation - no 

further action.  

If the complainant remains dissatisfied with the outcome of any 

decisions (that were not upheld in the stage 1 investigation) - they 

can request, within 10 school days of receiving Stage 1 outcome, that 

these are reconsidered by a Stage 2 governor panel. 

Stage 2 – Governor Complaints Panel 

A panel of 3 volunteer governors needs to be convened to consider the complaint within 30 school 

days of receipt of the request to escalate to Stage 2. All parties will be requested to submit any 

evidence they wish to be considered and may be requested to attend the governor panel meeting 

Stage 2 – Complaints Panel Decision 

The clerk will confirm in writing the decision of the panel within 5 school days of the panel meeting. 

School procedures are now concluded. If the complainant remains dissatisfied, they must contact 

the Department for Education. 

If the 

concern/complaint is 

resolved - no further 

action 
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https://www.nottinghamshire.gov.uk/contact-and-complaints/contact-us/contact-us
https://www.nottinghamshire.gov.uk/care/childrens-social-care/nottinghamshire-children-and-families-alliance/pathway-to-provision/multi-agency-safeguarding-hub-mash
http://www.gov.uk/school-discipline-exclusions/exclusions
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http://www.education.gov.uk/contactus
http://www.education.gov.uk/contactus


      10    

    

mailto:office@kneesall.notts.sch.uk
mailto:office@kneesall.notts.sch.uk
mailto:office@kneesall.notts.sch.uk
mailto:office@kneesall.notts.sch.uk
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mailto:governors@nottscc.gov.uk
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https://app.governorhub.com/s/nottsgs/resources
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