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1.  
 
 
 
 
 
 

St. Martin’s School 
22 Goodwyn Avenue, Mill Hill, London NW7 3RG. 

Tel:  020 8959 1965  
e-mail: info@stmartinsmillhill.co.uk 

www.stmartinsmillhill.co.uk 
 

“At St Martin’s School we are a fellowship of scholars who achieve excellence. We seek a rich, 
broad and challenging Curriculum. This culture puts us in control of our journey. Our children not 
only excel academically but are given the tools to enable them to pass their exams and converse 
at interview with confidence.   This learning nurtures and stimulates us whilst emphasising the 
importance of individuality, intellectual wonder and self-actualisation.  We obtain mastery in all 
aspects of the Curriculum.  The heart of our journey is Literacy which we recognise as the 
fundamental tool of human communication.  We explore the human condition through Music, 
Media and Drama. We value the planet, nature and fellow human beings in all their expressions.” 
 
We understand that occasionally members of any fellowship may feel that they must complain 
about an organisation. We believe that this policy helps them to do that with clarity and with the 
certainty that they have been listened to and complaints actioned. 
 
We have written this policy as it particularly fits the ethos of our school.  We are aware that 
children who attend St Martin’s School live in different boroughs.  However, for clarity we focus 
on the London Borough of Barnet. 

This Policy will be disseminated to all staff for their contribution, understanding and agreement to 
adhere to it.  It is on our website, in every classroom and a copy is in our main office for anyone 
to read and discuss. 

 
SCHOOL COMPLIMENTS & COMPLAINTS POLICY & PROCEDURES 

 
1. Background 
 
1.1  We must have complaints procedures which meet certain requirements by the 

Education (Independent School Standards) (England) Regulations 2010, in 
accordance with the Education Act 2002, and as amended and in force from 1 
January 2013 (SI 2010 No 1997), and to make the procedures available to parents 
and prospective parents. 

 
1.2  Further details are as follows: 
 

   We have a written procedure in place for dealing with concerns and 
complaints from parent/carer(s), as outlined in this document. 

  We keep a written record of any complaints we receive and their outcome 

(see details below). 
  We investigate written complaints and notify complainants of the outcome 

of the investigation within 28 days of having received the complaint. 

SMS
ex parvis magna fiunt

 

http://www.stmartinsmillhill.co.uk/
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  We provide details for parents of how to contact Ofsted, in the unlikely 
event that parent/carer(s) believe that we are not meeting requirements. If 
we were made aware that we were to be inspected by Ofsted, we would 
notify parent/carer(s) and supply any resulting inspection report 
accordingly. 

  We make our record of complaints available to external agencies for the 

purposes of inspection, including Ofsted, School Inspection Service and 
Independent Schools Inspection Service. 

 
1.3  All information about a complaint is treated as personal information and will be 

handled in accordance with the Data Protection Act. This ensures that 
correspondence, statements and records of complaints are kept confidential. 
Information from a complainant will not be forwarded to another person or body 
without the complainant’s consent. 

 
1.4  The complaints procedure is not relevant where other statutory provisions apply, 

for example, child protection, staff grievances and disciplinary processes, racial 
incidents, or special educational provision. If concerns relate to child protection 
matters, the appropriate Local Safeguarding Children’s Board procedures should be 
followed, in accordance with the school’s safeguarding policy. This typically 
involves contacting the relevant local authority children’s services (social care) 
and/or the Police who have relevant powers. If the concerns relates to exclusion, 
then the exclusion policy and procedure will apply. 

 
1.5  A complaint can be made by any parent (or person deemed to have parental 

responsibility under the terms of the Children Act 2004) of any child attending the 
school; except where notice to leave the school has already been given.  We invite 
complaints to be emailed to complaint@stmartinsmillhill.co.uk. 

 
1.6  Removing children from the school prior to making a complaint forfeits the 

continuation of the process. 
 
1.7  Where the complaint concerns only the matter of fees in lieu which remain 

outstanding, the matter of the fees alone falls outside the scope of this procedure, 
which does not apply. 

 
1.8  Our website contains a copy of this policy. Hard copies are made available on 

request from the school office and the document is available to download from our 
school’s website.  

 
2.0  Introduction 
 
2.1  St Martin’s School is committed to providing a quality service in the pursuit of 

teaching excellence. One of the ways in which we continue to improve our 
education service is by listening and responding to the views of our parents. We 
pride ourselves on the quality of our provision for teaching and pastoral care, and 
on the strength of our relationships with parents. 
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2.2  We aim to provide services of a high standard to every parent, but sometimes 
things do go wrong. When this happens we want to hear from parents so that we 
can sort it out and learn from our mistakes. 

 
2.3  If we have got things right we would also like to know. We welcome compliments, 

suggestions and comments as they help us to improve.  
 
2.4  The day-to-day running of the school is the responsibility of the Head Teacher.  
 
3.0  Principles 
 
3.1  We will treat each complaint as a clear expression of dissatisfaction which calls for 

a response. 
 
3.2  We will ensure that making a complaint is as easy and simple as possible. We 

learn from our compliments and complaints and use them to continually improve 
our delivery. 

 
3.3  We will treat all complaints seriously whether it is made by email, letter, and 

telephone call or in person. Formal complaints which are dealt with under our 
procedure must be made in writing by the Complainant. 

 
3.4  We will deal with all concerns and complaints promptly, politely and seek to 

resolve matters informally in the first instance. We will give every opportunity for 
discussion and aim to resolve it through open dialogue, common understanding 
and focusing on a solution. We will respond appropriately to all concerns and 
complaints, providing further relevant information. 

 
3.5  We will treat concerns and complaints confidentially, wherever possible. We will 

always treat complaints with sensitivity and care, although some information 
sharing may be necessary to carry out a thorough investigation. 

 
3.6  We will be non-adversarial and fair in our approach; addressing all points of issue 

and providing an effective response. 
 
4.0  An Overview of Our Procedures 
 
Informal Concerns 
4.1  We will handle all concerns immediately without the need for formal procedures. It 

is in everyone’s interest that complaints about our school are resolved at the 
earliest possible stage and that we ensure best practice in addressing them. 

 
4.2  Formal procedures will only be invoked when initial attempts to resolve the issue 

are unsuccessful and the person raising the concern remains dissatisfied, because 
no resolution has been reached, and the complainant wishes to take the matter 
further.  

 
Formal Complaints 
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4.3  A parent can complain where they feel they have been caused an injustice as a 
result of, and act or omission of, the function in school of a Head Teacher or their 
delegated staff member. This involves the day-to-day running of the school, 
including the implementation of school policies, and the actions or inactions of 
staff in relation to the following:- 

 
  The school is not providing a good enough education; 

  The pupil is not achieving as much as they should or their different needs 
are not being met; 

  The pupil’s personal development and well-being are being neglected; or 

  in the case of a complaint about the Head Teacher, that the school is not 

well led or managed. 
 
4.4  The Head Teacher will assign an investigating officer, which could be the Head 

Teacher themselves; unless the complaint is about them. The investigator should 
make sure that they identify what has happened so far and who has been 
involved, the nature of the complaint and what remains unresolved. Complainants 
must always be met or contacted. 

 
4.5  The investigator should meet with all relevant parties in order to come to a 

satisfactory conclusion. All interviews should be conducted with an open mind and 
seek clarification and understanding. Notes should be taken and kept. 

 
4.6  The Head Teacher ensures that all complaints are logged by the school and 

records how they were resolved.  
 

Complaints are welcomed at complaint@stmartinsmillhill.co.uk.  We aim to 
respond within 7 days. 

 
5.0  Stage 1 
 
5.1  In the first instance, parents should always have raised any concern with their 

child’s form teacher so that the matter is resolved quickly and informally. It is 
expected that the vast majority of complaints will be resolved without the need for 
a formal process to be triggered at Stage 1, so that parents are reasonably 
satisfied through an informal approach. 

 
5.2  If the teacher is unable to resolve the matter alone, it may be necessary to involve 

a more senior member of staff, for example, the Head of Upper or Lower School. 
 
5.3  Complaints raised in the first instance with senior members of school staff will 

always be referred to the relevant teacher, unless exceptionally they deem it more 
appropriate to deal with the matter personally. 

 
5.4  Should the matter not be resolved within seven working days, with the exception 

of school closure and training days, or in the event that the parties have failed to 
reach a satisfactory resolution, then parents will be advised that the complaint will 
be dealt with at stage 2 of this school-based complaints procedure (see section 6.0 
below). 

mailto:complaint@stmartinsmillhill.co.uk
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6.0  Stage 2 
 
6.1  In the vast majority of cases the Head Teacher will meet or speak with the parents 

concerned about their concerns, and normally within five working days of 
receiving the complaint. If at all possible, a resolution will be reached at this stage. 

 
6.2  It is likely that the head Teacher will carry out further investigations. Written 

records of all meetings and interviews held in relation to the complaint will be 
kept. 

 
6.3  Sometimes it may not be possible to give parents a full reply within the timescale, 

for example, if relevant staff are absent or the investigation requires more detailed 
enquiries. In this case, an interim response should indicate what has been done to 
date, telling the complainant when they can expect the full response and from 
whom. 

 
6.4  Once the head Teacher is satisfied that, so far as is practicable, all of the relevant 

facts have been established, a decision will be made and parents will be informed 
of the decision in writing. 

 
6.5  The Head Teacher will also give clear reasons for their decision. One outcome 

might be that further action is taken at stage 1, for example, where a previous 
explanation has been unclear so the teacher is to be given the opportunity to 
redress the matter swiftly. 

 
7.0  Stage 3 
 
7.1  If parents are still not satisfied with the decision because there has been a failure 

to reach a resolution, they may wish to proceed to stage 3 of the school’s 
complaints procedure. 

 
7.2  This will involve consideration by a Complaints Panel of at least three people not 

directly involved in the matters detailed in the complaint, one of whom should be 
independent of the management and running of the school. 

 
7.3  Each school panel member will be appointed by the Head Teacher.  In the case of 

complaints about the Head Teacher, this role will be undertaken by a Director of 
Harwil Education Ltd. 

 
7.4  Parents may be accompanied to the hearing by one other person. This may be a 

relative or friend. Legal representation will not normally be deemed appropriate. 
 
7.5  The Panel will reach a decision, providing written findings, and may make 

recommendations, to the complainant which it shall complete within seven days of 
the hearing. Where appropriate, the report will be sent to the person about whom 
the complaint has been made. A copy of the findings and recommendations will be 
made available at the school for inspection purposes by the Head Teacher for the 
relevant external Inspectorate. The decision of the Panel will be final. 
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7.6 Parents can also make other organisations aware of their concerns such as Ofsted. 
If your complaint has not been resolved by our setting, a formal complaint can be 
raised to Ofsted using the Ofsted online contact form or via email 
enquiries@ofsted.gov.uk or the general helpline on 0300 123 1231. You can also 
contact the Department for Education on 0370 000 2288. However, please note 
that the latter is only applicable if the complaint is about a failure to meet the 
required satisfactory standards about the quality of education, the spiritual, moral, 
social and cultural development of pupils, the welfare, health and safety of pupils, 
the premises and accommodation at the school, and the suitability of the 
proprietor and staff within the school (Part 10 of the Education Act 2002). 
Alternatively, parents may contact the relevant inspection body; Independent 
Schools Inspectorate (info@isi.net) or Schools Inspection Service (SIS). 
Nevertheless, it will remain the responsibility of parents to have first pursued their 
complaint against the school, using the above procedures. 

7.7 All paperwork with regard to complaints to Ofsted must be kept for a period of 3 
years. 

8.0 Vexatious Complaints 

8.1 There may be exceptional occasions when, despite the following of all stages of 
the procedure, the complainant remains dissatisfied. 

8.2 If the complainant tries to reopen the same issue, St Martin’s School reserves the 
right to inform the complainant in writing that the procedure has been exhausted 
and that the matter is now closed. 

8.3 Where a complainant seeks to raise a subsequent complaint matter which is 
otherwise different to the original complaint, at Stage 3, this matter in itself would 
be treated as a new complaint. 

Signed: Samantha Mbah – Head Teacher 20th January, 2020 

Review Date: 20th January, 2022 
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ST MARTIN’S COMPLAINTS FORM 
 

Please complete and return to the School Office. (If your complaint is specifically 
about the actions of the Head Teacher please complete and return to the 
Bursar / Financial Controller). You will be given a written acknowledgement with an 
explanation of what action will be taken in response to your complaint.  You may also 
email your complaint to complaint@stmartinsmillhill.co.uk. 
 

Name of School  

Your name  

Pupil’s Name  

Address 

 

 

 

Your relationship to the pupil  

Email address  

Daytime contact number  

Mobile contact number  

What is your complaint about? □ Health & Safety □ Curriculum  □ Exclusion 
 
□ Behaviour   □ School Staff  □SEN/D 
 
□School Meals   □ School Uniform  
 
□Communication with Parents  
 
□ Other (please provide further details below) 
 

Please give a brief description of your complaint 
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How have you already expressed your concern to the school, because we cannot 
investigate your complaint if there has not been an opportunity to address your concern 
at an early stage, for example, by the class teacher 

 

 

 

 

Tell us what the school did to address your complaint (who, what, where, how, why): 

 

 

 

 

Name of the person who originally considered your concerns or complaint: 

 

 

 

What actions will resolve the problem now? 

 

 

 

Signature   

Name  

Date  

OFFICIAL USE ONLY  
 

Date of Stage 1 acknowledgement 

 

 

Name of Investigating Officer 

 

 

Position  
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 ST MARTIN’S COMPLIMENTS RECORD FORM 
 

Date  

Your Name  

Pupil’s Name (where applicable)  

Pupil’s Class (where applicable)  

Details of the compliment (where applicable attach a copy of written communication): 

 

 

 

 

 

Action Taken (who, what, when): 

 

 

 

Reported To:  

Review/Follow Up  

 
 

SCHOOL GUIDANCE NOTES: 
 
The purpose of this form is to record when a compliment is received. 
 
This is filed in the school office. 
 
A letter is written to the author of the compliment to thank them for giving the 
compliment.   
 
Where appropriate, the sender of the compliment may be asked if their letter/form may 
form part of a display in school. 
 
 
 


