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TRINITY SCHOOL 

Approved by Governors 14th June 2011 
COMPLAINT PROCEDURE 

 

The Governing Body of Trinity School, Belvedere, recognises the need to deal with all complaints not 

covered by statutory procedures as quickly, fairly, and effectively as possible.  To this end the governing 

body will establish a complaints committee of not less than three persons, appoint a chairman of that 

committee, inform complainants of their rights and the procedures to be adopted and will adhere to the 

following procedures. 

 

A. Informal Stage 

 

If the complaint cannot be settled by staff other than the Associate Principal, then the complaint must be 

referred to the Associate Principal. 

 

The Associate Principal will attempt to reach an informal resolution of the complaint acceptable to the 

complainant. 

 

The Associate Principal has the discretion to omit the informal stage where the nature of the complaint 

makes this appropriate. 

 

B. Formal Stage (Associate Principal) 

 

If a resolution at the informal stage is not acceptable to the complainant: 

 

1. The complainant will be requested to put the complaint in writing to the Associate Principal within 14 

days of the failure to resolve the complaint at the informal stage. 

 

2. The written complaint will be acknowledged in writing within five working days. 

 

3. The letter of acknowledgement will state how the complaint will be handled at this stage. 

 

4. The Associate Principal will offer the complainant an interview within five working days at which the 

complainant will be invited to set out fully the grounds for complaint. 

 

5. The Associate Principal will keep a written record of the interview which will be sent to the 

complainant within five working days. 

 

6. At the same time as sending the written record of the interview the Associate Principal will notify the 

complainant of the outcome e.g. 

 

 No further action with reasons 

 Action within the Associate Principal’s own power 

 Referral to the appropriate committee of the governing body 



C. Formal Stage (Governing Body) 

 

If the complainant is not satisfied with the outcome of the first formal stage (interview with the Associate 

Principal) or is complaining about the Associate Principal’s action/conduct the governors will deal with the 

matter as follows: 

 

1. The complainant should notify the clerk to the governing body in writing of the nature of the complaint 

and its grounds, within 14 days of receiving the written notification from the Associate Principal. 

 

2. The clerk to the governing body will acknowledge the receipt of the complaint and indicate the 

procedures adopted by the governing body to hear the complaint. 

 

3. The clerk will arrange a meeting of the appropriate committee of the governing body within fourteen 

days of the receipt of the complaint and will invite the complainant to attend. 

 

4. The clerk may seek the advice of both the LEA and the Diocesan Board of Education and the 

committee of the Governing Body. 

 

5. The Associate Principal will attend the meeting. 

 

6. The parties will be allowed to ask questions of each other and respond to questions of the committee. 

 

7. The complainant and the Associate Principal will withdraw whilst the governing body committee reach 

a decision. 

 

8. The decision of the governing body committee will be notified to both the Associate Principal and the 

complainant within five working days.  To the effect that either: 

 

 no further action will be taken with reasons given, or 

 

 a recommendation for action to the Associate Principal, or 

 

 a recommendation for action to the governing body or to another of its committees. 

 

If the complaint is not upheld by the Governing Body the Clerk will inform the complainant that 

he/she has grounds for appeal to the Secretary of State for Education and Employment only if he/she 

considers that the decision is one which it would not be reasonable for any Governing Body to make. 


