
Concerns (& Complaints)

Concern exists

Share with appropriate staff member

Resolved

NO YES

Stage 1 (Informal)

Move to Stage 2



Share concern in writing (Appendix 1) or by 
other means with Headteacher

Receipt of complaint acknowledged and 
action intended (Appendix 2) Within 5 school 

days

Meeting with complainant 
and friend

Headteacher instigate information gathering.
Sufficient information gathered

Stage 2 (Formal)

NO YES

Headteacher provide written response to 
complainant

Additional time required for information 
gathering Within 10 school days of sending 

Appendix 1

Headteacher provides request to complainant 
for additional time of a further 20 school days

Resolved

YES
NO

Move to Stage 3



Stage 3 

Complainant shares in writing FAO Chair of 
Governors (Appendix 3)

Receipt of complaint acknowledged and 
action intended (Appendix 4) 

Meeting with Chair of Governors, 
complainant, friend

Chair of Governors instigates information 
gathering.
Sufficient information gathered

NO YES

Chair of Governors requests additional 
time  Within 10 school days

Chair of Governors provide written 
response to complainant

Sufficient information collected

NO

Chair of Governors provide written 
response to complainant

Chair of Governors requests 
additional time  Within 20 school 

days

Chair of Governors provides written response

Resolved

YES

YES
NO

Move to Stage 4



Stage 4 

Complainant contacts Clerk of Governors to 
request hearing by Governors Complaints 
Appeal Panel

GCAP set up (this will exclude any governors 
who have previously been involved)

Acknowledgement sent to complainant 
Within 5 school days

Hearing takes place Within 20 days of 

acknowledgement sent

All parties informed in writing of GCAP 
decision Within 5 working days of the hearing 

(Appendix 5)

Resolved

YES
NO

Complainant can choose to 
contact Schools Complaints 
Unit (SCU)


