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• The complainant may invite someone along with them 
to the hearing to provide support; this can be a relative 
or friend. This is a closed meeting and not open to the 
public or the media. 

• The committee will not accept as evidence, recordings 
of conversations that were obtained covertly and 
without the formal consent of all parties. 

• The committee will consider the complaint and all 
evidence; they will decide whether to uphold the 
complaint in whole or part or to dismiss the complaint 
in whole or part. If the complaint is upheld the 
committee can consider how the Federation’s policies 
and procedures can be improved to prevent any further 
complaints.  

• The chair will respond in full to the complainant and the 
Federation leadership team in writing within 10 days of 
the hearing. 

 

The complainant will be informed in the final letter what the 

next stage is if they remain dissatisfied.   

 

Roles and Responsibilities in the complaints 
procedures 

 

Complainant 
The complainant will receive a more effective response to the 

complaint if they: 

• Explain the complaint in full as early as possible. 

• Co-operate with the School/Federation in seeking a 

solution to the complaint. 

• Respond promptly to requests for information or 

meetings or in agreeing the details of the complaint. 

• Ask for assistance as needed. 

• Treat all those involved in the complaint with respect. 

• Refrain from publicising the details of their complaint 

on social media and respect confidentiality. 

 
Complaints Co-ordinator (Head of Federation / SBM)  
The complaints co-ordinator should: 

• Ensure that the complainant is fully updated at each 

stage of the procedure.  

• Liaise with staff members, headteacher, Chair of 

Governors, Clerk and LAs (if appropriate) to ensure the 

smooth running of the complaints procedure. 

• Be aware of issues regarding:  

• sharing third party information; 

• Additional support. This may be needed by 

complainants when making a complaint including 

interpretation support or where the complainant is a 

child or young person. 

• Keep records 

 

 

More details in relation to policies and complaints can be 

found on the schools/federation website. 

This leaflet sets out in brief, the procedures for deal-

ing with situations where there is a formal com-

plaint or an initial concern from a complainant, 

about an aspect of a child’s education and/or expe-

rience at our schools.   

For full or further details please refer to the Com-

plaints policy which can be found on the school web-

site. 



The Conatus Federation aims to be a caring, positive and 

supportive place where young people can learn and receive 

high quality education.  Federation staff are committed to 

ensuring that the Federation community feels valued and 

respected as individuals. We have good transparent 

communication and a willingness to listen to our children 

and parents/carers including when they are raising an 

initial concern or formal complaint.  A concern may be 

defined as an expression of worry or doubt over an issue 

considered to be important for which reassurances are 

sought.  

What we will do 

• Encourage resolution of concern by informal means 
wherever possible. 

• Ensure that every member of our Federation staff 
understands the importance of listening to the 
school and Federation community. 

• Ensure that all Federation staff are aware of this 
policy and their role should a complainant approach 
them with an initial concern/complaint. 

• Ensure that all complaints/ initial concerns are 
taken seriously at the earliest stage and that all 
points of the complaint/initial concern are 
considered. 

• If the complainant remains unhappy with the 
outcome, the Head of school will arrange to meet 
and discuss the complaint/concern. They will review 
the actions taken to date and the reasons why 
things are still not resolved. 

• Allow swift handling with established time limits for 
action and keeping all parties informed of the 
progress of the investigation. 

Conatus Federation 

Our staff will seek to learn from the process and ensure that 

any issues uncovered through the process can be used to 

improve our practices for delivery of high standards of 

education and care to all pupils at the schools. We will 

ensure that the complainants are confident that we will 

continue to work with them positively during and after the 

process, and that any pupils are not penalised in any way 

because of the complaint.  

Federation Complaints Procedure 

If appropriate at this informal stage we will acknowledge 

that the complaint is upheld in whole or part, or not 

upheld.  We will always ensure that this is in writing and 

will include one or more of the following; 

• An explanation. 

• An admission that the situation could/should have 
been handled differently or better. 

• An assurance that we will try to ensure the event 
complained of will not recur. 

• An explanation of the steps that have been, or will 
be taken, to help ensure that it will not happen 
again, and an indication of the timescales within 
which any changes will be made. 

• An undertaking to review Federation policies in 
light of the complaint. 

• An apology. 

• The reason why the complaint was not upheld. 

Formal Complaints - Stage 1 

• Formal complaints must be made in writing on the 
form found in the policy and addressed to the Head 
of School.   

• The form will be acknowledged within 3 school days 
of receipt. The letter will also include clarity of what 
the complaint is, confirmation that the school has 
had an opportunity to resolve the issue informally, 
and what they perceive to be any unresolved 
elements of the complaint. 

• The complaint will be investigated. The Head of 
School will retain the responsibility to decide the 
outcome of the complaint 

 
The Head of school will provide a written response to the 

complaint 10 school days after the receipt of complaint (if 

this deadline is not going to be achieved the Head of school 

will write to the complaint explaining why and give a 

revised response date) 

 

Formal Complaints - Stage 2 

If the complainant remains dissatisfied with the outcome of 

Stage 1 and wishes to take the matter further they can move to 

Stage 2.  This is a meeting with a panel of the GB – 3 governors.  

The members of the panel will be impartial; the panel could 

include governors from the collaborated Federation. 

• The request to move to Stage 2 should be written to the 
clerk to the GB (via the school office) within 10 school 
days of receipt of the Stage 1 response. 

•  If the request for Stage 2 is outside of this timescale 
consideration will only be made in exceptional 
circumstances. The clerk will acknowledge receipt in 
writing within 3 school days. 

• The clerk will arrange the date and time of the meeting, 
this should be arranged within 10 school days of the 
Stage 2 letter – if this is not possible the clerk will 
provide a rationale for this and give an expected 
timeline. 

• The school will provide 3 possible dates for the meeting 
if these are refused by the complainant without very 
good reason the clerk will arrange the meeting on one 
of the proposed dates. If the complainant is unable to 
attend the meeting will be held in their absence using 
the written submissions from both parties. 

 

 

If the complaint is about a Head of School the chair or vice 

chair will carry out the investigation.  If the complaint is 

against a member of the GB the Federation will use a 

member of a GB which is collaborated with their Federation 

as an independent investigator. 

Complaints about the Head of School or a governor should 

be made in writing to the clerk to the GB via the School.  

After the investigation has been completed the chair/vice 

chair will write the formal response to the complainant; if it 

against a member of the GB the independent investigator 

will respond 


