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Introduction 
Wapping High School recognises that at times things can and do go wrong. It is in 
everyone’s best interest to resolve concerns and complaints at the earliest possible stage. 

This policy outlines the responsibilities of Wapping High School and its Governing Body (The 
Wapping & Shadwell Secondary Education Trust - WSSET) in dealing with complaints. 
However, it is not intended to cover aspects for which there are specific statutory 
requirements. In addition: 

●​ Special Educational Needs: Parents and carers who are not satisfied with a special 
needs assessment may appeal to the First-tier Tribunal (Special Educational Needs 
and Disability). 

●​ Admissions & Exclusions: Concerns regarding admissions or exclusions have 
specific statutory appeal rights detailed in their respective policies. 

●​ Child Protection: Allegations of child abuse or safeguarding concerns will be 
handled immediately under the Safeguarding & Child Protection Policy. 

●​ Whistleblowing / Financial Impropriety: Complaints regarding financial 
improprieties or criminal activities will be dealt with through the Whistleblowing Policy. 

●​ Staff Grievances & Conduct: Complaints from staff or concerns regarding 
employee conduct are covered under internal HR and Disciplinary procedures. 

General Principles 
The Wapping High School Complaints Procedure will: 

●​ Encourage resolution of problems by informal means wherever possible; 
●​ Be easily accessible and publicised; 
●​ Be simple to understand and use; 
●​ Be impartial and non-adversarial; 
●​ Allow swift handling with established time-limits for action and keep people informed 

of progress; 
●​ Ensure a full and fair investigation by an independent person where necessary; 
●​ Respect confidentiality; 



●​ Address all points at issue and provide an effective response and appropriate 
redress where necessary; 

●​ Provide information to the Senior Leadership Team and Governing Body so services 
can be continually improved. 

Summary of Stages 
●​ Stage 1 (Informal): Informal discussion / mediation with relevant staff. 
●​ Stage 2 (Formal): Formal investigation by the Headteacher (or Chair of Governors if 

the complaint is about the Headteacher). 
●​ Stage 3 (Panel Hearing): Review by an independent Panel of Governors. 
●​ Stage 4 (External): Escalation to the Education and Skills Funding Agency (ESFA) / 

Department for Education (DfE). 

Policy Procedure 
Stage 1: Informal Discussion / Mediation 

The vast majority of concerns can be resolved informally to the satisfaction of those who 
raise them. Concerns may be raised with any member of staff depending on the type of 
issue. 

●​ Timeframe: Concerns raised informally will be acknowledged within 2 school days 
and resolved within 10 school days of initial receipt. 

●​ Outcome: The person who raised the issue will be informed of any action taken to 
resolve it, verbally or in writing. 

●​ Next Steps: If the complainant remains dissatisfied with the outcome at Stage 1, 
they may escalate the issue to Stage 2 within 10 school days of receiving the Stage 1 
outcome. 

Stage 2: Referral to the Headteacher for Investigation 

If a complainant is unhappy with the Stage 1 outcome, a formal written complaint should be 
submitted to the Headteacher. (Note: If the complaint concerns the Headteacher, Stage 2 will 
be managed by the Chair of Governors). 

●​ Acknowledgement: The complaint will be acknowledged in writing within 3 school 
days of receipt. 

●​ Investigation: The Headteacher may investigate directly or nominate a senior 
member of staff to act as an Investigating Officer (IO). 

●​ Interviews & Representation: Interviews and statements will be taken as 
necessary. All persons interviewed have the right to be accompanied by a friend, 
relative, or colleague. 

●​ Timeframe & Outcome: A formal written response will be sent to the complainant 
within 10 school days of the acknowledgement. The letter will state whether the 
complaint is upheld, partially upheld, or dismissed, outlining the reasons and any 
corrective actions taken. 

●​ Next Steps: If dissatisfied with the Stage 2 outcome, the complainant may request a 
Stage 3 Panel Hearing within 10 school days of receiving the written Stage 2 
response. 



Stage 3: Review by a Panel of Governors 

If the complainant remains dissatisfied with the outcome from Stage 2, the complaint will 
proceed to a Governor Panel Hearing. 

●​ Panel Composition: The hearing will be held within 20 school days of receiving the 
Stage 3 request. The panel will consist of at least three people who were not directly 
involved in the matter. At least one member will be independent of the 
management and running of the school. 

●​ Attendance: The complainant is invited to attend and may bring a friend, relative, or 
advocate to support them (this person acts as an accompanying supporter, not a 
panel member). 

●​ Authority & Findings: The panel will review the evidence, process, and findings 
from Stage 2. The panel’s decision is final within the school's internal procedures. A 
written copy of the panel's findings and recommendations will be sent to the 
complainant and the school leadership within 5 school days of the hearing. 

Stage 4: Referral to External Bodies 

If the complainant believes the school has not handled their complaint in accordance with 
the published policy or has acted unreasonably or unlawfully, they can escalate the matter 
externally. 

●​ For Academy Trusts, complaints should be directed to the Education and Skills 
Funding Agency (ESFA) using the online Department for Education contact form. 

●​ The ESFA will generally only investigate whether the school followed correct legal 
procedures and its own published policy, rather than re-investigating the substance of 
the complaint itself. 
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