
PARENTAL COMPLAINTS 

INTRODUCTION 

Parents and the school wish to do their best for each and every child in their care. The responsibilities and 
rights of parents, staff and the governing body fit together to fulfil this purpose. 

There may be occasions when dissatisfaction is expressed by one of these parties, and arrangements need 
to be established for addressing these. The purpose of these arrangements is to reinforce the partnership 
between the school and parents by setting out a common framework for dealing with concerns and 
complaints that parents may have with regard to their child’s education at school. It is to be used with a 
degree of flexibility, depending on each individual case with the objective or resolving parents’ concerns. 

This document will be available to parents on request, but is mainly intended for use by teachers and other 
staff and those organisations, which advise or support parents in their concerns.  

The overall responsibility for the conduct of the school rests with the governing body. The specific 
responsibility for the organisation and management of the school rests with the Principal. The governors 
and the Principal recognise that the partnership between the school and parents, which is based on mutual 
trust and respect, plays an essential part in building an effective school. In the absence of such a 
partnership and the trust on which it is based, the child will be the loser. 

The use of the word “parent” in this document includes carer. 

1. POSSIBLE AREAS OF CONCERN 

A parent’s concern may be, for example, about any of the following: 
▪ A child’s learning; 
▪ What happens in the classroom or around the school; 
▪ Bullying; 
▪ Harassment; racial or sexual 
▪ The conduct of other children or parents in school; 
▪ Teachers or other staff; 
▪ Any incident affecting relationships in school. 

The school hopes it can resolve any concerns that parents might have. 

2. HOW TO RAISE AND RESPOND TO A CONCERN 

STEP 1 
If a parent is unhappy about something in the school, particularly about arrangements in their child’s 
class, he/she should, in the first instance, raise the matter with the subject teacher/mentor and say 
briefly what it is about. If the subject teacher/mentor thinks it will take some time to discuss, an 
appointment will be fixed as soon as possible. This will give the teacher/mentor an opportunity to 
explore the matter before the meeting or to involve other staff concerned with the issue, if 
appropriate. A parent should not approach other students. 

If a parent does not wish to raise the matter to the class teacher/mentor, or considers the matter of 
such seriousness, he/she can ask to see the Students Services Manager (SSM) of their child’s Learning 
Community. 

If a parent feels uneasy or wants support in putting the case, he/she can bring a friend for support. 
This could be very important if help with language is required. 

If the SSM considers the matter cannot be resolved, he/she should briefly advise their line manager 
and s/he may ask for the matter to be referred to Conflict Resolution (“CR”). 

STEP 2 
If the matter has not been resolved to a parent’s satisfaction, an appointment should be made to see 
the Principal. The Principal may delegate this to another member of the Leadership Team to deal 
with the matter on his/her behalf. The parents should be contacted within 48 hours and seen within 
five working days of asking for a meeting. At the meeting they should be asked to explain in detail 
their concerns. After the meeting, there may be a further investigation by school management, if 
necessary.  The parent should receive a written response within five working days after the meeting. 

If a parent feels uneasy or wants support in putting the case, he/she can bring a friend for support. 
This could be very important if help with language is required. 
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STEP 3 
If the matter is still not resolved to a parent’s satisfaction, it can then be referred to the governing 
body of Eastlea School. A parent should write to the Chair of Governors via the school office, or ask 
the school office to inform the Chair that they would like an appointment to meet with appropriate 
governors to discuss their concerns. The Principal (or representative) has the right to be present at 
the meeting. 

The Chair will arrange for a group of 2 or more governors to meet with the parents listen to their 
complaint and try and resolve the problem, in consultation with the Principal. In advance of this 
meeting, the Chair could suggest that the parent contact a named governor with a view to ensuring 
that the parent’s complaint is adequately presented. If a parent requests, the Chair will seek to 
arrange for someone to accompany the parent to the meeting. 

Having heard the complaint, the governors may be able to agree with the Principal for immediate 
action to be taken or they may need to refer a matter of policy to the next meeting of the governing 
body. The parent should be told in writing the outcome of their discussions. This stage should take no 
longer than 15 working days.  

3. THE ROLE OF THE LOCAL AUTHORITY (“LA”) 

3.1. Much of what goes on in a school is the immediate responsibility of the governing body and the 
Principal rather than the LA, i.e. Newham Council. However, the LA has certain direct responsibilities 
in the following areas: 
▪ Support for pupils with statements of special educational needs. 
▪ Protection of children from abuse. 
▪ Pupil admissions and exclusions. 
▪ Responding to complaints about the curriculum (see Section 4). 
▪ Health and Safety. 

2. Complaints about these issues should first be raised with the school in accordance with these 
arrangements. 

If a parent is not satisfied with the response that the school has made to their complaint at Step 3, he/she 
may then write to: 

Newham Partnership Working  
School Support  
Francis House 
760 Barking Road 
Plaistow 
London  
E13 9PJ 

3. The parent will receive an acknowledgement within 5 working days of receipt of the letter, and after 
investigation with the school, a full written reply within 15 working days. 

4. CURRICULUM COMPLAINTS 

4.1 If a parent considers that Eastlea School acted unreasonably, Section 23 of the Education Reform Act 
1988 gives parents the right to make a complaint about: 
▪ Curriculum provision, including religious education and collective worship; 
▪ The implementation of the national curriculum; 
▪ The availability of courses of study which lead to a recognised external qualification; 
▪ Exemptions from the national curriculum; 
▪ The operation of charging policies; 
▪ The provision of specific information about the school and the curriculum. 

4.2. If a parent has a complaint about any of these matters, he/she is advised to follow Steps 1 and 2 of 
Section 2 above.  

If the complaint is not resolved, to a parent’s satisfaction, he/she has the right for it to be 
considered by the governing body. He/she should write to Geetha Unnithan, NPW Ltd, School 
Support, Francis House, 760 Barking Road, London, E13 9PJ 

He will arrange for the Chair of Governors (or nominee) to investigate the complaint with the 
Principal. Following this investigation, a panel of at least 3 governors (including the Chair or nominee) 
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will consider the complaint. In advance of this meeting, the Chair could suggest that the parents 
contact a named governor with a view to ensuring that the parents’ complaint is adequately 
presented. If a parent requests, the Chair will seek to arrange for someone to accompany the parents 
at the meetings. 

4.3. In considering the complaint, the panel will consider whether: 
a. The governing body’s curriculum policy is consistent with legal requirements; 
b. The governing body’s actions are consistent with their policy; 
c. The actions of the school’s staff are consistent with the policy. 

Once the panel has considered the matter, their findings will be referred to the governing body for 
ratification. The parent will be advised in writing of the panel’s decision. 

4.4 If a parent is not satisfied that their curriculum complaint has been properly dealt with they can 
appeal to Newham Education Authority.  

The appeal will be heard by the Education Committee Curriculum Complaints Panel. In considering 
the appeal, the Panel will consider whether: 
a. The LA’s/governing body’s curriculum policy statement is consistent with legal requirements; 
b. The governing body’s actions are consistent with the appropriate policy; 
c. The actions of the school staff are consistent with their policy. 

The parent will be advised in writing of the panel’s decision. 

5. ADVICE AND SUPPORT FOR PARENTS 

A parent may at any stage seek the advice and/or support of others. Newham Council funds the 
Newham Parents’ Centre to support and advise parents. They can be contacted at: 

           Newham Parents’ Centre 
745 – 747 Barking Road 
E13 9ER    Tel: 020 8472 2000 
Education Helpline  Tel: 020 8470 5616 

Newham Parents’ Centre also advises parents on other organisations who may be able to help/support 
them, and on the opportunities for legal redress that are open to them. 
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