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1. INTRODUCTION; GUIDING PRINCIPLES; STAGES OF COMPLAINT

This policy sets out the procedures to be followed in cases where a matter of concern arises 

and a parent(s) or any person(s) with a direct interest or involvement in the school (“the 
complainant”) wishes to make a complaint.

In this policy, the term “parents” is used to denote the parent(s), guardian(s) or the 

person(s) with parental responsibility for the child.

It should be noted that the Proprietor of Bronte School is also the Headmaster. Reference in 
this policy to “Headmaster” thus also refers to the Proprietor. Where necessary, aspects of 

complaints policy which are best dealt with at governance level are undertaken by the 

school’s Advisory Board.

The school’s guiding principles in complaint resolution are:

- to give careful and prompt consideration to all complaints.

- to seek to achieve a just and fair outcome, taking due account of all relevant 

evidence

- to attempt to resolve complaints through dialogue and mutual understanding, 

and at as early a stage as possible.

The policy outlines three stages of complaint.  

- informal complaints, resolved mostly by dialogue or informal written 

correspondence.

- a formal complaint to the Headmaster

- a formal complaint to the Advisory Board

While it is not a requirement that each stage be followed, it is recommended that 
complainants make use of informal procedures first. In formal procedures, a complaint to the 

Headmaster should normally be used before a complaint to the Advisory Board, unless the 

complaint is about the Headmaster or about a specific governance matter.

2. INFORMAL COMPLAINTS 

If the matter concerns a classroom situation, the complainant, who in such matters will 

usually be the parent or parents of the child or children involved, is encouraged in the first 

instance to contact the class teacher, or Head of Key Stage, in order to talk it through. Most 

issues are readily resolved at this stage. 



The Complainant may also refer a matter to the Deputy Head or Headmaster, either directly 

or after an initial discussion with the class teacher.

The complaint will be acknowledged within 24 hours. It may either be addressed directly, or 

will be investigated further. Such investigation may include meetings with the complainant, 

any person complained about, and other relevant parties.

The matter will be reported back to and discussed with the complainant, and hopefully will be

resolved at this stage. If the complainant remains unhappy with an investigation undertaken 

by any member of staff, it should be referred to the Headmaster.

It is also possible for an informal complaint to be made to the Advisory Board, for example if 
a matter involves either the Headmaster or school governance. This is done by contacting the

Headmaster, who will then arrange for an Advisory Board member to contact the 

complainant. Individual Advisory Board members, or the Board as a whole, will endeavour to 

achieve resolution.

3. FORMAL COMPLAINTS TO THE HEADMASTER

If a complainant wishes to make a formal complaint to the Headmaster, this may be done so 

by a letter which states that the complaint is formal and which outlines the nature of the 
complaint. The letter should also outline the steps taken thus far, by the complainant and by 

the school, to resolve the matter.

The Headmaster will acknowledge receipt of this letter within 24 hours during termtime and 

within 2 – 3 days if the complaint arises during the school holidays. Normally an investigation 

will be initiated, to be completed within two weeks of receipt of the complaint. 

The investigation will be undertaken by the Headmaster, or may be delegated to the Deputy 

Head or other senior person. It will include formal meetings with the complainant, anyone 

complained about, and with any other persons as necessary. At least 3 days’ notice will be 

given for these meetings. 

A report will be produced which will outline the consideration of the matter and give any 

findings and recommendations. If the Deputy Head or other person has produced the report, 

a covering summary giving conclusions will be produced by the Headmaster. Copies will be 

sent to the complainant, to any persons complained about and to any other relevant person. 

In the event of dissatisfaction with the above actions, the complainant may, after an initial 
consultation with the Advisory Board, make a formal complaint to the Board.

3. FORMAL COMPLAINTS TO THE ADVISORY BOARD

If a complainant wishes to make a formal complaint to the Advisory Board, this may be done 

so by a letter which states that the complaint is formal and which outlines the nature of the 

complaint. The letter should also outline the steps taken thus far, by the complainant and by 

the school, to resolve the matter.

The complainant should address the letter to “The Advisory Board”, at the school address, 7 
Pelham Road, Gravesend, Kent, DA11 0HN.



The Advisory Board will acknowledge receipt, and will arrange for a panel to be formed, of at 

least 3 members, to hear the complaint.  Normally, one panel member will be an external 

person, independent of the management and running of the school. 

The panel will arrange, within three weeks of receipt of the complaint, meetings with the 

complainant, anyone complained about, and with any other persons as necessary. At least 3 
days’ notice will be given for these meetings. The complainant and anyone complained about 

may be accompanied by a friend or relative.

A report will be produced by the panel which outlines its consideration of the matter and 

gives any findings and recommendations. Copies will be sent to the complainant, to any 
persons complained about and to any other relevant person. A copy should be filed on the 

school premises and be available to the Proprietor and Headmaster, and to the Secretary of 

State or a body conducting an inspection under Section 162A of the 2002 Act).

In the event of dissatisfaction with the above actions, the complainant may refer the matter 

to the Office for Standards in Education (Ofsted) or to the Independent Schools Inspectorate 
(ISI). The contact details for these organisations are available on their websites, 

www.ofsted.gov.uk and www.isi.net. Current e-mail and contact number Ofsted are 

enquiries@ofsted.gov.uk and 0300 123 4666, and for ISI durrellbarnes@isi.net and 0207 776 

8830.

4. RECORDS OF COMPLAINTS

A register will be kept of all complaints, including details of the stage at which they were 

resolved. Correspondence, statements and records relating to complaints, including EYFS, 

should be kept confidential and should be retained for at least three years.   There have been

no formal complaints in the last 12 months.

5. MONITORING AND REVIEW, PUBLICATION

The Headmaster is responsible for the monitoring and review of this policy. Reviews normally 

take place every two years.

This policy should be made available to all parents. It is published on the school’s website 

and a copy is included in the “Information for Parents” file located in the School Office.
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