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Complaints Procedure for Parents

SIAL School prides itself on the quality of teaching, learning, and pastoral care provided to its pupils.

However, if parents/carers do have a complaint, it will be handled fairly, openly, and promptly in

accordance with this procedure. This procedure is available on request to all parents of current and

prospective pupils, and is published on the school website.

Stage 1: Informal Resolution

It is hoped that most concerns and complaints can be resolved quickly and informally.

In the first instance, parents should contact their child’s class or form teacher. In many cases,
the matter will be resolved immediately to the parent’s satisfaction.

Where the teacher cannot resolve the matter alone, they may consult with a member of the
Senior Leadership Team (SLT).

Complaints made directly to the SLT will normally be referred to the relevant teacher, unless
the SLT considers it more appropriate to deal with the matter themselves.

Where the issue is more serious or sensitive, parents may contact the SLT directly.

Any safeguarding concerns raised at this stage must be referred immediately to the Designated
Safeguarding Lead (DSL) in line with statutory guidance (KCSIE 2025).

The member of staff handling the complaint will make a written record of the concern, the
steps taken, and the date received.

The school will aim to resolve informal complaints within five working days, or as soon as
practicable.

If the matter is not resolved satisfactorily, parents will be advised to proceed to Stage 2: Formal
Resolution.

Stage 2: Formal Resolution

If a complaint cannot be resolved informally, parents will be asked to put their concerns in
writing to the Headteacher (or a member of the Senior Leadership Team delegated by the
Head).

The Head (or delegated SLT member) will acknowledge the complaint in writing within two
working days of receipt and will decide, after considering the complaint, on the appropriate
course of action.

In most cases, the Head (or delegate) will speak to the parents within five working days to
discuss the matter further. If possible, a resolution will be reached at this stage.

Where necessary, further investigations will be carried out. These will normally be completed
within seven working days, or as soon as practicable.

Written records will be kept of all meetings, interviews, and actions taken in relation to the
complaint.

Once all relevant facts have been established, a decision will be made and parents will be
informed in writing, with reasons provided.

A written decision will normally be issued within 14 working days of receiving the complaint.
If this is not possible, parents will be informed in writing of the delay, the reasons for it, and
the date by which a decision will be issued (no later than 28 working days from receipt of the
complaint).
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If parents remain dissatisfied with the outcome, they may proceed to Stage 3: Panel Hearing
of this procedure.

Stage 3: Panel Hearing

If parents are not satisfied with the Stage 2 outcome, they may write to the Head/SLT within
28 days of receiving the decision, requesting that the complaint proceed to a panel hearing.
The matter will then be referred to a hearing before a panel appointed on behalf of the Chair
of Governors (see Appendix 1).
The panel will consist of at least three persons who were not directly involved in the matters
detailed in the complaint. At least one member will be independent of the management and
running of the school.
The complaint will be acknowledged on behalf of the panel, and a hearing will normally be
scheduled to take place within 14 working days.
If the panel requires further particulars of the complaint or related documents, these must be
submitted in writing. Copies of such particulars will be circulated to all parties no later than
five working days before the hearing. Information received after this deadline may not be
considered.
Parents may be accompanied to the hearing by one other person of their choice. Legal
representation will not normally be appropriate.
The panel will aim to resolve the complaint at the hearing. If further investigation is required,
the panel will decide how this should be carried out and within what timescale. A reconvened
hearing will then be held.
After due consideration of all relevant facts, the panel will reach a decision and may make
recommendations. The panel will complete its consideration and issue a written decision
within 14 working days of the hearing (or reconvened hearing), and in any case within 28
working days of the panel being convened, unless otherwise agreed with the parents.
The panel’s decision will be final. The findings and any recommendations will be:

o provided in writing to the complainant and, where relevant, the person complained

about;

o sent to the Head/SLT and the Chair of Governors;

o available for inspection on the school premises by the Head and Chair of Governors.
A written record will be kept of all formal complaints, including whether they were resolved
at the preliminary stage or proceeded to a panel hearing, and of the action taken by the school.
Parents can be assured that all complaints will be treated seriously and confidentially. Records
will be kept confidential except where disclosure is required by law, by the Secretary of State,
during a regulatory inspection, or where any other legal obligation prevails.

Complaints Against Senior Leaders

Any complaint about a member of the Senior Leadership Team (SLT) may be referred directly
to the Chair of Governors:
Mr Alberto Pravettoni — alberto@scuolaitalianalondra.org
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Further Recourse

If parents remain dissatisfied after the completion of the school’s complaints procedure, they
may contact:

o Ofsted (for welfare-related complaints): 0300 123 1231 or www.ofsted.gov.uk
A written record of all formal complaints, the actions taken, and whether they were resolved
at the preliminary stage or proceeded to a panel hearing will be retained by the school for at
least three years.

Number of Formal Complaints

The number of formal complaints registered during the last academic year was: 0.

Complaints Procedure for Staff

The Senior Leadership Team (SLT) recognises that the happiness and wellbeing of staff are essential to

maintaining a positive, nurturing, and effective learning environment. It is therefore of paramount

importance that any staff complaints or concerns are addressed fairly, respectfully, and without

unnecessary delay.

Stage 1 - Informal Resolution

Stage 2

If a member of staff has a cause for complaint, they should in the first instance raise the matter
with their Key Stage Coordinator (unless they feel it is more appropriate to raise the matter
directly with a member of the SLT).

If the concern is not resolved, or if further advice is required, the matter should be escalated
to a member of the SLT.

Where the complaint involves another member of staff, the SLT will arrange a meeting with
the individuals concerned to hear all perspectives in a fair and impartial manner.

Matters involving discrimination, harassment, or safeguarding concerns will be treated with
the utmost seriousness and managed in accordance with the school’s Grievance Policy,
Equality Policy, Safeguarding Policy, and/or Whistleblowing Policy, as appropriate.

The SLT will consider what action is required to resolve the complaint. Where the issue falls
outside the SLT’s expertise, advice may be sought from the Board of Governors or external HR
advisers.

Once a proposed course of action has been agreed, the SLT will meet again with the staff
member to explain the outcome and next steps. This may include an informal meeting with all
relevant parties to resolve differences and agree on a constructive way forward.

If the member of staff is still not satisfied that their complaint has been adequately resolved,
the complaint should then be put in writing and it will be put before the Board of Governors.
The Board of Governors will consider the complaint in conference with the SLT and may wish
to interview the member of staff. The member of staff will be assured that they are able to
speak freely about his/her concerns. The member of staff may bring a friend or colleague with
him/her for support.

The Board of Governors will make a recommendation, which will be communicated in writing
to the SLT and the member of staff, after considering the case. Every effort will be made to
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derive a satisfactory conclusion to the episode/event. However, it may be that a difference of
opinion will have to be accepted, yet this in no way invalidates the complaint procedure.

e In order to re-establish the happiness and sense of well-being of the member of staff and any
other members of staff concerned as quickly as possible, each stage of the procedure must be
addressed with optimum speed.

Numbers of formal complaints for last academic year: 0

Procedure for Making a Complaint (Children)
1. Raising a concern

o Achild who feels they have been treated unfairly, whether by another pupil, a member
of staff, or another adult, may speak to any trusted adult in school (e.g. class teacher,
teaching assistant, Key Stage Coordinator, SLT, or the DSL).

2. Initial response

o The adult will listen carefully, ask questions sensitively, show concern, and take the
child’s complaint seriously.

o The child will be reassured that their voice matters, and that the school will take steps
to resolve the situation.

o If the matter cannot be resolved immediately, the adult will explain that it may need
to be referred to the Head or SLT.

3. Recording and reporting

o A written record of the concern and any actions taken will be made and reported to
the SLT.

o If the child shares the issue with their parents/carers, they may also raise the
complaint directly with the SLT.

4. Investigation

o The SLT will take the complaint seriously and investigate thoroughly.

o If the complaint concerns bullying, the Anti-Bullying Policy will be followed.

o If the complaint is about a member of staff or other adult, the SLT will follow the
Safeguarding and Child Protection Policy, including the procedures for managing
allegations against staff.

5. Resolution

o The SLT will meet with those involved to agree on how the issue will be resolved.

o The outcome will always be explained to the child, and the adult involved will speak
directly with the child to rebuild trust and ensure the child feels comfortable.

o The SLT will monitor the situation for several weeks to ensure there are no further
concerns.

6. Parental involvement

o Parents/carers will normally be informed of the complaint and its outcome. If a child
requests confidentiality, this will be considered sensitively, but safeguarding duties
may require the school to share concerns with parents or external agencies.

7. Safeguarding
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o If the complaint raises a safeguarding concern, including any allegation of abuse by a
member of staff, the matter will be referred immediately to the Designated
Safeguarding Lead (DSL) and managed in line with statutory safeguarding procedures
(KCSIE 2025).

8. Record keeping

o Written records of all complaints, actions taken, and outcomes will be dated and

stored securely in line with data protection and safeguarding requirements.

Policy statement:

Every child at SIAL has the right to begin and end each school day feeling safe, valued, and happy.
Children are encouraged to speak up if they are worried or unhappy, knowing they will be listened to,
respected, and supported.

Number of formal pupil complaints in the last academic year: 0
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Appendix 1

Composition of the Complaints Panel

The panel hearing a parental complaint will consist of at least three members, none of whom will have

been directly involved in the matters detailed in the complaint. At least one member of the panel will

be independent of the management and running of the school.

Independent Panel Member

Independent members are typically individuals with experience of decision-making and
evidence analysis, and who are able to present balanced judgements.

Suitable panel members may include retired or serving professionals such as business leaders,
civil servants, members of the legal profession, retired police officers, or senior staff from
other schools.

It is essential that panel members bring credibility and impartiality, and that their
independence can be demonstrated to parents.

Use of Former Governors or Staff

While regulations do not preclude the appointment of former governors or staff as
independent members, schools should consider carefully whether such individuals can be
seen as genuinely independent.

There is a risk that such appointments could be criticised as too close to the school. For this
reason, best practice is to appoint panel members who have no previous governance or
employment relationship with the school.

Complaints Concerning Governance

Where a complaint is made against the governance or management of the school, sitting
governors will be considered directly involved in the matter.

Under these circumstances, it would not be appropriate for governors to sit on the panel. All
panel members should be independent of the management and running of the school.
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