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COMPLIMENTS/COMPLAINTS POLICY
We are always delighted when we receive compliments by whatever means they are
communicated.
If, however, you have any concerns about an aspect of the school, please raise it
with an appropriate member of staff, including the Head Teacher.
At Holly Lodge, we will always treat issues raised in this way seriously as we wish to
work closely with parents/carers and improve the way in which we do things if possible.
We would therefore expect parents to raise issues with us in an appropriate and
acceptable manner. If appropriate, we will meet and discuss matters with you in order
to resolve problems.
If you are not happy with the response you are given, please make contact with the
Head Teacher directly, preferably in writing. The Head Teacher will then investigate
the matter thoroughly and respond to you as appropriate. If necessary, a meeting will
be arranged to discuss issues.
At all stages, we will keep records of correspondence and other communications.
If you are not happy with the response you are given or if your complaint concerns
the Head Teacher directly, please make contact with the Chair of Governors in
writing, c/o Holly Lodge High School.
If you are not happy with the response given, please make contact with the Local
Education Authority who will advise you of procedures.
The attached flow chart outlines the process that must be followed.
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Concern or complaint received

Stage 1
(School)

Complaint discussed informally with form tutor or other relevant
contact teacher
Complainant advised of any appropriate action to be taken

Complainant
not satisfied

Stage 2
(School)

Complainant satisfied,
no further action

Complaint discussed informally with Head teacher. If an informal
resolution is not reached, complaint is submitted in writing to the
Head teacher who formally acknowledges it within 5 school days.
Investigation conducted and findings fully reported to
complainant within a further 10 school days.

Complainant
not satisfied

Stage 3
(School)

If circumstances
mean it is
inappropriate to
do otherwise, all
types of complaint
may begin at later
stages.

Complainant satisfied,
no further action

Complaint submitted in writing to the Chair of Governors who
acknowledges it within 10 school days. The Chair determines
how the complaint is to be dealt with.
If necessary, the Chair will select a panel of Governors to attend
a complaint hearing. The committee must meet within 15 school
days and the committee’s findings will be reported to the
complainant within 5 days of the hearing.
Governor Services can offer support and guidance to the chair
and governing body throughout this stage if required but will not
play a part in reviewing the complaint itself.

Complainant
not satisfied

Stage 4
(LA)

If complaint or
concern is about
the Head teacher,
the formal
procedure will
begin at Stage 3.

If complaint was
not dealt with
correctly

Complainant satisfied,
no further action

Complaint submitted to LA on the basis that original complaint
was not properly with by the school’s complaint procedure.
LA acknowledges complaint in line with LA complaints procedures
and informs the Chair of Governors. LA investigates complaint
and reports its findings to the Chair of Governors and
complainant within a further 20 working days

Complainant
not satisfied

Stage 5
(other)

Complainant satisfied,
no further action

Complaint submitted in writing to the Secretary of State for
Education. The Secretary of State may intervene if a governing
body or LA has not carried out its statutory duty or acted
unreasonably.
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