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Introduction 
 

Dorset Studio School seeks to offer the best levels of support for its members, students, staff, 

parents, employers, partners, visitors and members of the community. We encourage open 

discussion and feedback but if any member of the School community has a concern or complaint, 

then the School will seek to handle the matter as quickly and sympathetically as possible.  

 

Stage 1 - Dealing with Informal Concerns 
 
It is essential that openness and honesty characterise the way in which the Trust and the School 

address the concerns any individual may have. Confidentiality will be respected. The Trust will do 

its best to deal with concerns or complaints speedily, and within the timescales detailed below. As 

the Trust can only act to address a concern or complaint when it knows about it, a community 

member who feels unhappy about any aspect of the Trust or of School life must communicate their 

concern or complaint to the Trust or the School. 

 

Many concerns and issues will be raised informally and promptly.  In the first instance, parents, 

guardians or carers should discuss their concern with their child’s Mentor, or the particular member 

of staff most closely concerned with the issue. If resolution is still not achieved, the matter will be 

investigated by the Vice-Principal. Informal discussions can usually result in a satisfactory outcome, 

however, if the concern can’t be resolved informally, it may need to be escalated to a formal level. 

The process is outlined in the procedures section below.  

 

It should be understood that these Complaints Procedures are not competent to deal with issues 

that should be resolved within the framework of Grievance of Disciplinary Procedures. 

 

Lodging a Complaint 

If an individual remains dissatisfied a Stage 1 Concerns Record should be completed. (Appendix A) 

This is available on the School website or on request from the School Business Manager. Once 

completed this form should be returned to the School Manager. 

 

Note: If the formal complaint is against the Principal, the form may be submitted to the Secretary 

of the Governing Body and the Stage 3 procedure invoked immediately. 
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Stage 2: Making a Formal Complaint 

 
To pursue the concern further, a Formal Complaint Form needs to be completed. (Appendix B) 

 

Definition: The School has defined a formal complaint as ‘any expression of dissatisfaction that 

requires a response, which has not yet been satisfactorily resolved’. This definition will apply 

consistently across all curriculum and functional areas. 

 

Note: Complaints concerning assessment and accreditation are dealt with through appeals 

procedures set up with Awarding/Validating Bodies. Complaints from contractors will be dealt with 

as appropriate under the relevant contract terms. 

 

The Vice-Principal should acknowledge your complaint in writing, within 5 days of receipt. In some 

cases the Principal will have already been involved in looking at the matter. 

 

The complainant may select a person of their choice to complain on their behalf (e.g. a friend, 

parent or guardian) and they may bring along a friend to any discussion. Complainants are advised 

to retain their own records, copies of their complaint forms and any documents that they feel 

substantiate their complaint. 

 

The Vice-Principal may arrange a meeting to discuss your complaint further and gather any 

additional information. The complainant may bring a friend to this discussion. 

 

If the complaint is against a member of staff the Principal will consider if there is a prima facie case 

for the disciplinary investigation, and if there is, this should take place and the complaints process 

be suspended, if not, the Principal should talk to the staff member against whom the complaint has 

been made. 

 

If necessary, the Principal should interview witnesses and take statements from those involved. 

 

The Principal should keep reasonable written records of meetings, telephone conversations and 

other documentation. 

 

Once all the relevant facts have been established, the Principal should produce a written response 

to you. The Principal may wish to meet with you to discuss/resolve the matter before confirming 

the outcome in writing. 

 

The written response should include a full explanation of the decision and the reasons for it. Where 

appropriate, it should include what action the school will take to resolve the complaint. 
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You should also be advised that if you are not satisfied with the response and wish to take the 

matter further, you could do so, by writing to the Clerk of the Governing Body within three weeks 

of receiving the outcome letter. (Stage3). 

 

Stage 2 should be completed in ten school days. However, it is recognised that this timetable is 

likely to prove impossible for complaints that are complex. In such cases, the Principal should write 

to you giving a revised target date. 

 

Schools will not pay financial compensation as a response to complaints, though may spend money 

on a relevant educational purpose (e.g. paying a fee for a repeat examination). 

 

Complaints against the Vice-Principal or Principal 

If the complaint is against the Vice-Principal, the Principal will take responsibility for Stage 2 of the 

complaint process.  If the complaint is wholly or mainly about the Principal the Governing Body 

should consider the complaint in accordance with Stage 3 of the procedure described below. 

However, before Stage 3 is instigated the Chair of the Governing Body will invite the Principal to 

respond to the complaint in writing within ten school days. The Chair will send a copy of the 

Principal’s response to the complainant ands/he will be asked to indicate within five school days of 

receipt of the response whether s/he is satisfied with the response. If the complainant is not 

satisfied with the response Stage 3 should commence as described below. 

 

Stage 3 – Consideration by the Governing Body 
 
If the complainant decides to take the matter further, he or she should write to the Clerk of the 

Governing Body enclosing a copy of the formal complaint form and the Principal’s response, and 

specifying what further action or outcome is desired.  

 

The Clerk will acknowledge receipt of the complaint and should write to the complainant to 

acknowledge the complaint within two school days of receipt of the complaint. A copy of the 

acknowledgement and the complaints form should be sent to the Principal. 

 

Investigating the complaint  

If the complaint has been investigated at Stage 2 the result of the investigation must be made 

available to the Clerk/Chair by the Principal. However: 

 

Where the complaint is against the Principal, the Clerk of the Governing Body must decide, in 

consultation with the Chair of the Governing Body (see below) whether and how the complaint 

should be investigated. If the outcome desired is within the power of the Governing Body to 

procure, having regards to the authority of the Principal. If it is not, the Clerk shall so inform the 

complainant, with an explanation of what further avenues of appeal are open by statute. 
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If the Clerk is of the view that the outcome desired is within the power of the Governing 

Body to procure s/he will inform the Chair of the Governing Body and the Principal and convene a 

hearing before an Appeals Panel.  

 

All Governors are eligible to serve on the panel except those in the employment of the School, and 

any Governor who has a personal interest or previous involvement in the matter. One member of 

the Panel shall be unconnected with the School. The Chair of the Governing Body will determine 

the composition of the Panel and its Chair. 

 

Where the complaint is other than against the Principal, the Clerk, in consultation with the Principal 

and Chair of the Governing Body must decide if the desired outcome is within the power of the 

Governing Body to procure, having regard to the authority of the Principal. 

 

If the Clerk is of the view that the outcome desired is within the power of the Governing Body to 

procure he/she will inform the Chair of the Governing Body and the Principal and convene a hearing 

before an Appeals Panel. All Governors are eligible to serve on the panel except those in the 

employment of the School, and any Governor who has a personal interest or previous involvement 

in the matter. One member of the Panel shall be unconnected with the School. The Chair of the 

Governing Body will determine the composition of the Panel and its Chair. The Panel will comprise 

three members. The Panel should consider the complaint initially on the basis of the written 

evidence and normally set up a hearing and hear both parties. 

 

The Remit of the Complaints’ Appeal Panel 

The Appeal Panel can: 

• dismiss the complaint in whole or in part; 

• uphold the complaint in whole or in part; 

• decide on the appropriate action to be taken to resolve the complaint; 

• recommend changes to the Trust’s or Studio School’s systems or procedures to 

ensure that problems of a similar nature do not recur. 

 

There are several points which any Governor sitting on a complaints panel will keep 

clearly in mind: 

a) It is important that the appeal hearing is independent and impartial and that it is seen 

to be so. No Governor may sit on the panel if they have had a prior involvement in the 

complaint or in the circumstances surrounding it. In deciding the make-up of the panel, 

Governors need to try and ensure that it is a cross-section of the categories of 

governors and sensitive to the issues of race, gender and religious affiliation. 

b) The aim of the hearing, which needs to be held in private, will always be to resolve the 

complaint and achieve reconciliation between the School and the complainant. 

However, it has to be recognised the complainant might not be satisfied with the 



 
 

 

6 
 

outcome if the hearing does not find in their favour. In some cases it may only be 

possible to establish the facts and make recommendations that will satisfy the 

complainant that his or her complaint has been taken seriously. 

c) Extra care needs to be taken when the complaint directly concerns a student. The panel 

needs to be aware of the views of the student and give them equal consideration to 

those of adults. Where the student’s parent is the complainant, it would be helpful to 

give the parent the opportunity to discuss which parts of the hearing, if any, it might be 

helpful for the student to attend. 

 

The panel will not normally take upon themselves the role of substituting their judgement for those 

of the Principal on any matter that is clearly within the Principal’s role to determine. 

 

The role of the appeals panel, therefore, should be to satisfy itself that the person making the 

decision: 

• Informed himself or herself correctly about the rules which governed his or her decision 

• Called to his own attention all those matters he or she was bound to consider 

• Excluded from his or her own attention any matter that was irrelevant 

• Made a decision on the competent facts that was within the compass of decisions that a 

properly informed authority might take (i.e. was not wholly unreasonable or perverse) 

• And that there was no allegation or evidence of malice or any other breach of the rules of 

natural justice 

 

Only if, at the first hearing, there is a doubt about any of the above, then the original decision should 

be set aside and a full “de novo” hearing take place, after which the same judgement as the original 

judgement or a different judgement can be handed down. 

 

If they decide to set up a hearing, the Committee should follow the procedure set out below. 

 

Roles and Responsibilities 

 

The Clerk to the Governing Body shall Clerk the Panel 

 

Role of the Clerk 

The Clerk is the contact point for the complainant and required to: 

• set the date, time and venue of the hearing, ensuring that the dates are convenient to all 

parties and that the venue and proceedings are accessible; 

• collate any written material and send it to the parties in advance of the hearing; 

• meet and welcome the parties as they arrive at the hearing; 

• record the proceedings; 

• notify all parties of the Panel’s decision. 
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The Role of the Chair of the Panel 

The Chair of the Panel has a key role, ensuring that 

• the remit of the Panel is explained to the parties and each party has the opportunity of 

putting their case without undue interruption; 

• the issues are addressed; 

• key findings of fact are made; 

• parents and others who may not be used to speaking at such a hearing are put at ease; 

• the hearing is conducted in an informal manner with each party treating the other with 

respect and courtesy; 

• the Panel is open minded and acting independently; 

• no member of the Panel has a vested interest in the outcome of the proceedings or any 

involvement in an earlier stage of the procedure each side is given the opportunity to state 

their case and ask questions; 

• All parties see written material. If a new issue arises it would be useful to give all parties 

the opportunity to consider and comment on it. 

 

Process  

• The Clerk will write to the complainant to explain how the review will be conducted. The 

letter should be copied to the Principal. 

• The Clerk will inform members of the Panel of the date of the meeting.  

• The complainant and Principal should be invited to attend the meeting.  

• The date and time of the meeting should be convenient to the complainant and the 

Principal, within reason.  

• The notification should inform the complainant of his/her right to be accompanied to the 

meeting by a friend/representative. It should also explain how the meeting would be 

conducted and of the complainant’s right to submit further written evidence to the Panel. 

• The Principal should also be invited to prepare a written report for the Panel in response to 

the complaint. 

• The Clerk will ensure that all relevant correspondence regarding the complaint is circulated 

to the Panel members, the complainant and the Principal in advance of the meeting. If the 

Principal and/or the complainant wish to call witnesses, the agreement of the Chair of the 

panel should be obtained in advance of the meeting. 

• It is the responsibility of the Chair to ensure that the meeting is properly conducted. 

However, the proceedings should be as informal as possible. 

• The aim of the meeting should be to resolve the complaint and achieve reconciliation 

between the school and the complainant.  

• At the end of the meeting the Panel will decide what action to take or recommend. 

• If either party wishes to introduce previously undisclosed evidence or witnesses, it is in the 

interest of natural justice to adjourn the meeting so that the other side has time to respond 

to the new evidence. 
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•  Late evidence of witnesses should not be accepted unless there is a good reason for the 

lateness. 

 
The meeting should allow for: 

• The complainant to explain his or her complaint and the Principal to explain the reasons for 

his or her decision; 

• The Principal to question the complainant about the complaint and the complainant to 

question the Principal; 

• Panel members to have an opportunity to question both the complainant and the Principal; 

• Any party to have the right to bring witnesses (subject to the approval of the Chair) and all 

parties having the right to question all the witnesses. 

• Final statement by the Principal and complainant. 

 

The Chair of the Panel should explain to the complainant and the Principal that the Panel will 

consider its decision, and a written response will be sent to both parties as soon as possible.  The 

complainant, Principal and any witnesses will then leave. 

 

The Panel will consider the complaint and all the evidence presented and reach a unanimous, or at 

least a majority, decision on the complaint. Where appropriate the Panel can decide on the action 

to be taken to resolve the complaint and/or suggest recommended changes to the school’s system 

or procedures to ensure that problems of a similar nature do not happen again. 

 

 Governors will not pay financial compensation as a response to a complaint, though may spend 

money on an appropriate educational purpose. 

 

 The Clerk/Chair will send a written statement outlining the decision with reasons to both the 

complainant and the Principal. 

 

Notification of the Panel’s Decision 

The Chair of the Panel needs to ensure that the complainant is notified of the Panel’s decision. The 

letter needs to explain if there are any further rights of appeal and, if so, to whom they need to be 

addressed.  The complainant should be advised that if s/he is dissatisfied with the response s/he 

has the right to take the matter further by complaining to the Secretary of State for Education and 

Skills. 

 

Stage 3 should be completed in 15 school days. However, it is recognised that this timetable is likely 

to prove impossible for complaints that are complex. In such cases the Clerk of the Panel should 

write to the complainant giving a revised target date. 

 

 



 
 

 

9 
 

 

Confidentiality 
 

Except in exceptional circumstances, every attempt will be made to ensure that both the complainant 

and the School observe the confidential nature of issues. However, the circumstances giving rise to the 

complaint may be such that it might not be possible to maintain confidentiality and each complaint will 

be judged on its own merit. Should this be the case, the situation will be explained to the complainant 

and/or their representative. In the case of students raising a complaint who are aged below 18, the 

School may be obliged to inform their parent/guardian. 

 

 

Monitoring and Reporting 
 
An annual report will be produced to record complaints raised. The Governing Body will monitor the 

handling of complaints in accordance with the School’s procedures. 

 

The School will review the complaints procedure annually and will seek to consult with representatives 

of students, staff and employers. The School will measure the extent to which it is meeting its 

commitments through its review of complaints and outcomes of opinion surveys etc. 

All complaints will be recorded, indicating whether resolved at primary stage or whether they 

proceeded to panel hearing. 

 

 

Final Complaint outside of Dorset Studio School 
 

Following the action taken above, if the complainant still feels that the matter has not been resolved 

to their satisfaction and, after having exhausted Phases 2 and 3 of the School’s complaints procedure, 

they will be advised to take their complaint to the Department for Education, or any other specific 

regulatory body. 
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Appendix A  
 

Stage1: Concerns Record 
 
Dorset Studio School Informal Concern Record (copy) 
 
Dorset Studio School aims to offer the best possible service to all learners, visitors and members of 
the community. If you are dissatisfied with our performance please let us know by either raising the 
issue with the School Business Manager, who will log the concern, or complete the on‐line form to 
register the concern. 
 
We aim to deal with concerns as quickly as possible, and if your concern is not satisfactorily resolved 
you should complete the complaints form (add hyperlink) quoting the reference number for this 

concern. 
 

Your Details  

Full Name    

Address   

Telephone Number 1    

Telephone Number 2    

Email Address    

Are you a:    

Learner  
Potential Learner 
Other (Please state)  

Visitor 
Employer  

Parent  

ISSUE OF CONCERN: (Please circle one of more of the categories below) 
Is you concern about:  

 
School Course 

 
Facility or Service  

 
Equality & Diversity 

 
Policy or procedure  

 
Member of Staff  

 
Freedom of Information 

Other please state 
 
 

Please give details of your concern below 
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Appendix B  2: Stage Formal Complaint Record 
 
Dorset Studio School Formal Complaint Record (copy) 
 
Dorset Studio School aims to offer the best possible service to all learners, visitors and members of 
the community. If you are dissatisfied with our performance please let us know by either raising the 
issue with the School Business Manager, who will log the concern, or complete the on‐line form to 
register the concern. 
 
We aim to deal with concerns as quickly as possible, and if your concern is not satisfactorily resolved 
you should complete the complaints form (add hyperlink) quoting the reference number for this 
concern. 
 

Your Details  

Full Name    

Address   

Telephone Number 1    

Telephone Number 2    

Email Address    

Are you a:    

Learner  
Potential Learner 
Other (Please state)  

Visitor 
Employer  

Parent  

ISSUE OF CONCERN: (Please circle one of more of the categories below) 
Is you concern about:  

 
School Course 

 
Facility or Service  

 
Equality & Diversity 

 
Policy or procedure  

 
Member of Staff  

 
Freedom of Information 

Other please state 
 
 

Please give details of your concern below 
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Details of actions taken to resolve the initial concern (used additional sheets of paper if necessary) 

 
 
 
 
 
 
 
 
 
 
 
 
 

Dorset Studio School is committed to equality of opportunity for all. Please confirm details about 

yourself by ticking all appropriate boxes below: this information is for monitoring purposes only and 

will not be disclosed to the person dealing with the complaint. 

Gender  

Female Male  

Age  

25 or under  

26-35 

36-45 

46-55 

56-65 

Over 65 
 

 

 


