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Complaints 
about Schools
The purpose of this leaflet is to assist

parents and carers in raising any concerns

they have with their child’s school.  We are

fortunate in Harrow to have good schools

that work in partnership with parents.  This

means that most parental concerns can be

addressed at an early stage. However we

recognise there are times when things

cannot be resolved easily.  

Some complaints are covered by special or

statutory procedures.  For example,

applications for school places, exclusions

from school and education for children with

special needs.

Children’s Service

Ofsted
Ofsted can investigate complaints about the

work of a school as a whole, but are not in a

position to investigate any matter that relates

only to your child. They may also assist with

any concerns you may have about the safety

of a child or a child protection issue.  You can

contact them on tel 08456 404045 for more

information.  There is more information on the

complaints they are able to assist with on

their website www.ofsted.gov.uk.

Useful contacts:

Ofsted – www.ofsted.gov.uk  

Tel 08456 404045

Department for Children, Schools and
Families – www.dcsf.gov.uk 

Tel 0870 0002288

Parent Partnership
(advice and support to Harrow parents/carers
with a child 0-19 years with special
educational needs) Tel 020 8732 4780

Advisory Centre for Education
(telephone advice on many subjects like
exclusion from school, bullying, special
educational needs, and school admission
appeals) – www.ace-ed.org.uk 

Tel 0808 800 5793



It is important to remember that if you have a

concern you should talk to someone at the

school as soon as possible.  That may be all

that is needed to solve the problem. The

school can also advise you if your concern is

a matter that will be dealt with through a

special procedure.

If you want a copy of your school’s

complaints procedure then please ask the

school directly.

What to do first
Take a few minutes to read this leaflet.  Then

think the complaint through:

What Actually Happened?

Remember there is often more then one

view about an incident or situation.  For

example, your child may be telling the truth,

but it may not be the whole story.

What do you want to complain about?

What do you hope will happen as a result of

your complaint? It might help to talk this

through with a friend or relative and think

about realistic solutions.  Parents are usually

interested in having a good relationship with

the school.  Therefore, thinking about how

you approach the problem before you

contact the school is usually helpful.  You

may also find it useful to write down points.    

What to do next
1. When you have thought about what you

think has happened, you need to speak to

your child’s teacher or another senior

member of staff.  In primary schools, it is

usually best to try and discuss the problem

with the class teacher and in secondary

schools, to discuss the problem with the

form tutor or head of year.   It is always

better to make an appointment where you

can sit and talk things through without

interruption. You are far more likely to get a

positive response if you approach school

staff calmly and look at resolving the

problem together.  Raise your concerns

fully and listen to the response/explanation

given to you.  Do you feel differently?

Were the actions taken by staff

reasonable? Remember looking into a

complaint can take time and answers are

not always readily available, especially for

example if there are no other witnesses.

2. If you are not satisfied with the response

make an appointment to see the

headteacher. Please contact the school

office to arrange an appointment. They

may not be able to give you an answer

straight away as they will need to talk to

the staff concerned, but do try to be patient

as every effort will be made to see you as

soon as possible.  You should try and talk

about your complaint with the headteacher,

but if you want to formalise your complaint

you should put it in writing.  

3. If an informal discussion with the

headteacher has not resolved the problem,

you can consider making a formal written

complaint.  You may want to ask for a copy

of the school’s formal complaint’s

procedure at this stage.  

Making a formal complaint
As this is a serious step it is important that

you have thought things through carefully and

that every possible attempt has been to solve

your concerns informally. 

Each governing body will have chosen their

own approach to complaints that is

appropriate for its school.   You will normally

need to write to the chair of the governing

body.  The school office will tell you how to

make contact with them. Please keep a copy,

as you may want to refer to it later.   

If you are not satisfied with the response you

receive from the chair of the governing body,

you may have a right of appeal to the

governing body.  This usually involves a

panel of governors who will be called to hear

your case and both sides will be asked to

submit a written statement.  You may also be

invited to attend any hearing that is held to

present your side.  If you would like to make

representations to the panel in person then

please make this clear.

The decision of the governors’ panel will then

be sent in writing to both parties.


