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Stage 1  

First contact 
Informal approach to teacher, 

headteacher, or admin staff 

resolved 

 

No 

further 
action 

unresolvedd 

Stage 2 

Referral to appropriate individual 

 

resolved 

Make 

brief 

record 

or 

update 

record 

then no 

further 

action 

Stage 3 

Review by panel of Governors 

 

unresolved 

At this stage, the issue is usually referred to the 

headteacher. 

 

If the complaint is about the headteacher, it is 

referred to the chair of governors. 

 

If the headteacher delegates Stage 2 to another 

staff member, s/he should become involved 
before Stage 2 is completed if the parent/carer is 

not satisfied. 

 

Stage 4 – Further referral 
 

Once the school’s complaints procedure has been exhausted and the complainant 

remains unhappy, s/he can refer the complaint to the Secretary of State. Refer to the 

guidance notes for details. 
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