COMPLAINTS PROCEDURE FOR PARENTS
The John Lyon School is committed to providing the best education possible for all pupils. We
recognise the right of parents to raise a concern or make a complaint. We understand the value to
all concerned of dealing fairly and effectively with any such concern or complaint. If parents do raise
a concern or make a complaint, the following procedure will be followed.
A complaint will be treated as an expression of genuine dissatisfaction which needs a
response.
We wish to ensure that:





Parents wishing to raise a concern or make a complaint know how to do so;
We respond to a concern or a complaint within a reasonable time and in an efficient way;
Parents realise that we listen and take their concerns and complaints seriously; and
We take action where appropriate.

This complaints procedure is for genuine concerns or complaints and should not be used simply to
obtain information from the School. Your rights as parents to information are governed by the
parents’ standard terms and conditions and by law.
“I DON'T WANT TO COMPLAIN AS SUCH BUT THERE IS SOMETHING BOTHERING
ME."
The School is here for you and your child, and we want to hear your views and your ideas. Please
feel able to contact a member of staff, as described below.
"I AM NOT SURE WHETHER TO COMPLAIN OR NOT."
If, as parents, you have concerns, you are entitled to raise them with the School. If in doubt, you
should contact the School as we are here to help.
"HOW SHOULD I COMPLAIN?"
You should speak directly to a member of staff, or write a letter, send an email, or call by telephone.
Be as clear as possible about what is troubling you.
"TO WHOM SHOULD I COMPLAIN AND HOW WILL MY COMPLAINT BE RESOLVED?"
Any member of staff will be happy to help.
It is probably best to start with your son’s Form Tutor or you may choose to take the matter
instead to the Subject Teacher.
If you make a complaint to either the Form Tutor or the Subject Teacher, then the Head of
Department or another member of staff may be consulted if appropriate, and the complaint may be
referred to the Head of Department, Director of Studies or a Deputy Head where necessary.
If you believe your complaint is of a more serious nature, you may choose instead to take the matter
directly to the Head of Year, the Head of Department or a Deputy Head.
"WHEN WILL MY COMPLAINT BE RESOLVED?"
In each case, the complaint may be dealt with easily and quickly but, in any event, you should expect
a response within 5 working days explaining how the School proposes to proceed (which may
include inviting you to a meeting to discuss the complaint further) and giving a date by which time to
expect a full response, which should be no longer than a further 15 working days (or if a meeting is
arranged, 15 working days from the meeting, or such other date as agreed with you).
If the complaint is received in the week the term ends or in the holidays, you should expect this

timetable to apply from the start of the next term and, therefore, to receive a response within 5
working days of the start of the next term.
"WHAT IF I AM NOT SATISFIED WITH THE RESPONSE TO MY COMPLAINT?"
In the event that you are not satisfied with the response (as referred to above) you should write to
the Head about the complaint and the reasons why you are not satisfied with the response.
You should expect a response within 5 working days. If the complaint is received in the week the
term ends or in the holidays, you should expect a response within 5 working days of the start of
the next term.
(i)

In most cases, the Head will speak to you or arrange to meet you. If possible, a resolution will
be reached at this stage.

(ii)

It may be necessary, however, for a Deputy Head to carry out further investigations and
submit a report to the Head.

(iii)

The Head will keep written records of all meetings and interviews held in relation to the
complaint.

Once the Head is satisfied that, so far as is practicable, all of the relevant facts have been established,
a decision will be made with a full response to you, informing you of her decision in writing giving
reasons for her decision and, if appropriate, describe any action taken or proposed.
You should expect the full response within a further 15 working days from the initial response or
conversation or meeting with you (or as otherwise agreed with you).
"WHAT IF I STILL FEEL THAT THE MATTER HAS NOT BEEN RESOLVED?
Should the matter not be resolved through contacting the Head, she will offer to refer the matter to
the Chairman of Governors. You will have three months in which to take up this offer (by writing
to the Chairman of Governors c/o the School).
If you decide to refer the matter, the Chairman of Governors will ask for a full report from the
Head and will examine matters thoroughly before responding and will normally do so within 15
working days. If the complaint is received in the week the term ends or in the holidays, you
should expect a response within 15 working days from the start of the next term.
This may result in a positive solution but, if it does not, the Chairman will invite you to an informal
meeting. You may wish to be supported by a relative or a friend (but not legally represented).
Once the Chairman is satisfied that, so far as is practicable, all of the relevant facts have been
established, a decision will be made and you will be informed of his or her decision in writing within
a further 15 working days of the meeting. The Chairman will also give reasons for his or her
decision and, if appropriate, describe any action taken or proposed.
"IF I STILL FEEL THAT THE MATTER HAS NOT BEEN RESOLVED, HOW DO I APPEAL?”
Should you feel that the matter has not been resolved by the Chairman of Governors, you may wish
to invoke an appeal within 10 working days, by notice in writing to the Clerk to the Governors at
the following address:
The Clerk to the Governors of The John Lyon School
C/o Pemberton Greenish LLP
45 Cadogan Gardens
London SW3 2AQ
email: a.millett@pglaw.co.uk
The Clerk to the Governors will refer the matter to the Chairman of Governors who will refer the
matter to a Complaints Committee (the “Committee”) who shall be selected by the Chairman of
Governors from the School’s Appeal Panel (set out in the Schedule). The Committee shall comprise
at least three persons not directly involved in the matters detailed in the complaint, who shall be

independent of the management and running of the School, one of whom shall be appointed by the
Chairman of Governors as its chairman. The composition of the Committee and its chairman will
largely depend on availability of members of the Appeal Panel and the chairman of the Committee in
consultation with the Chairman of Governors reserves the right to substitute members of the
Committee with other members of the School’s Appeal Panel.
A hearing before the Committee (“Hearing”) will take place as soon as practicable, and normally
within a further 20 working days of receipt of the notice by the Clerk (this may be longer if the
complaint is received during holiday periods).
You will be asked if there are any papers you would like to have circulated beforehand. If the
Committee deems it necessary, it may require that further particulars of the complaint or any
related information be supplied in advance of the Hearing. Copies of all papers shall be supplied to
all parties not later than 5 working days prior to the Hearing.
You may be accompanied to the Hearing by one other person. This may be a relative or friend.
Legal representation will not normally be appropriate and only allowed at the discretion of the
chairman of the Committee.
The Hearing will not be conducted in an adversarial way and the primary concern of the Committee
will be to deal with matters fairly and, therefore, the chairman of the Committee has discretion to
conduct the Hearing (including deciding on who may attend) in any way which will achieve this. The
chairman of the Committee can give directions, which may include adjourning the Hearing in order
to request further information (from either the parents or the School or third parties) or otherwise
carry out further investigations or call witnesses.
After due consideration of all the facts the Committee considers relevant, the Committee will reach
a decision and may make recommendations, which it shall complete within 8 working days of the
Hearing.
The decision of the Committee will be final.
The Committee's findings and any recommendations will be sent in writing to you, the Head, the
Chairman of Governors and, where relevant, the person(s) to whom the complaint refers.
The Committee’s findings and any recommendations will be available for inspection on the School’s
premises (so as to be readily available to “Section 162A inspectors” or the Department for
Education).
"TO WHOM DO I COMPLAIN IF IT CONCERNS THE HEAD?”
In the event that the complaint refers specifically to the Head, you should refer the matter in the
first instance in writing to the Clerk to the Governors (at the address set out above). The Clerk will
then refer the complaint to the Chairman of Governors.
“WILL MY COMPLAINT BE KEPT CONFIDENTIAL?”
You can be assured that all complaints will be treated in confidence (and all correspondence,
statements and records kept confidentially) with knowledge limited to the Head and those directly
involved, subject always to any legal requirements regarding disclosure, including where the
Secretary of State or a body conducting an inspection under Section 162A of the Education Act 2002
requests access to them.
Action which needs to be taken under staff disciplinary procedures as a result of complaints would
be handled confidentially by the School (subject to any legal requirements regarding disclosure).
“HOW DO YOU RESPOND TO ANONYMOUS COMPLAINTS?”
The School does not commit to pursue anonymous complaints.

“MAY I STILL COMPLAIN EVEN IF MY SON HAS LEFT THE SCHOOL?”
If you wish to complain about something affecting your son after he has left the School, this must
take the form of a letter to the Head or Chairman of Governors within three months of leaving.
Academic Year 2016-17
There were no formal complaints registered in the previous academic year.
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Barbara Connolly
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