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 Complaints  
 
Priory Education Services, the Principal and staff of Queenswood School recognise 
that, despite the happy and positive environment that everyone strives to create, 
pupils / students will at times feel that there is something they need to complain 
about. 
 
It is essential that pupils / students are made fully aware of the Complaints 
procedure and that they know that their concerns will be listened to and taken 
seriously.  We acknowledge that this is particularly important in a residential 
setting, when what may appear to be a trivial matter can cause the pupil / student 
great distress.  The initial concern or complaint may also be an indication of a more 
serious problem that needs to be addressed. 
 
As part of the staff induction programme all staff will be made aware of the 
important of listening to pupils / students Complaints and the school’s procedures 
for dealing with Complaints. 
 
All pupils will be made aware of the following processes and procedures at 
interview, on admission and during the pupils / students induction period their Key 
Tutor also explains the procedure. An easy read version of the policy is available to 
students called ‘Making a Complaint’ 
 
If a student has any complaint, whether against a member of staff another student 
or about his general well being in school etc, he should register his complaint with 
any member of staff. The staff member should then inform either of the Head 
Teacher or Head Of Pastoral. If either is unavailable, the most senior member of 
staff, Duty Senior Manager or other senior member of the education staff should be 
informed. 
 
The complaint will then be recorded and acted upon. The Head Teacher or Head of 
Pastoral should ensure the complaint is recorded officially in the Complaints book 
and that the complaint is acted upon immediately. A written record of action taken 
and outcomes must also be kept in the complaints book. The pupil should be 
informed of the action taken. 
 
If the student is still dissatisfied with the actions taken or outcomes of the Head 
Teacher or Head of Pastoral investigation of the complaint, they may then take the 
matter further by taking their complaint to the school Principal who will then 
investigate the matter further. 
 
If a student feels unable to speak to any member of staff, due perhaps to the 
nature of the complaint etc, he should register his complaint to one of Queenswood 
School’s other staff onsite. They may telephone a Parent/Carer, Guardian, Social 
Worker or any other relevant person and ask them to take up his complaint on his 
behalf.   
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 Safeguarding 

 
Staff Guidance / Procedure to follow 
 

a) If a complaint of any nature is received from a young person, or staff 
member concerning a young person, a ‘Complaint’ form should be 
completed and passed to the Teacher in Charge or Head of Pastoral. 

 
b) If a young person is at risk at this stage, immediate action to protect 

should be taken and the ‘Principal’ contacted. 
 

c) If you are able to deal with the complaint yourself, write down what 
action you have taken, sign the form and pass on to the senior 
Education staff, who will be able to sort it out or pass it to Senior 
Management for action and Response.  Full documentation of discussion 
and decisions should be made contemporaneously. 

 
d) Principal, Head Teacher or Head of Pastoral - On receiving a completed 

Complaints Form, check that action has been taken.  If the complaint 
has been dealt with please conduct the follow up with the pupil / student 
who made the complaint.  If further action has to be taken please note 
what action you take, and conduct a follow-up.   

 
e) If the ‘Complaint’ is deemed a safeguarding issue then the matter 

should be passed directly to the designated officer,  
 

f) If the ‘Complaints deemed to be a formal complaint it should be passed 
on to the Principal. 

 
g) At all times communication with the aggrieved person should be a high 

priority and they should be clear about their options as they arise.  
Feedback after 48hrs as to where things have reached should be given. 

 
h) The ‘Education Team will discus the issues with the appropriate person 

and liaises with the Principal to establish the correct action to take. 
 

i) All ‘Complaints’ should be discussed between school staff at the 
appropriate level.    

 
N.B Student follow-up should take place as soon as possible preferable within 
48hrs and at least within seven days of the pupil / student raising the complaint.   
 
Please refer to the attached flowchart.  If you need further clarification on the 
procedure for handling pupils / student’s complaints / concerns, please see the 
Head Teacher or Head of Pastoral.  
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Parents / Guardians Complaints 
 
If a Parent/Guardian has a complaint concerning the welfare of their child in 
Queenswood School, they should immediately register their complaint with the 
Principal or most senior member of staff available. If they are dissatisfied with the 
response or outcome, they should exercise their right to further progress the 
matter via the organisation internal procedure and or speak to their Education 
Authority representative or Social Services representative who will take up the 
complaint with the school on their behalf (please refer to flow chart attached). 
 
It is regrettable but inevitable that situations will arise from time to time when 
parents, carers or representatives of a placing authority may wish to express their 
concern about something they believe to have happened or about an omission on 
the part of the school.  In these circumstances they are advised to contact the 
Principal or in his absence the senior member of staff available, so that the 
complaint or concern can be addressed as quickly as possible. 
 
The parents / carers or representative of the placing authorities expressing the 
concern will be telephoned within two working days by a senior member of staff to 
inform them of the outcome of any investigations into the matter or any action 
taken. If the parent / carer or representatives are not satisfied with this action and 
/ or they wish to make a formal complaint they should put the complaint in writing 
and send it to Mr James Imber, Principal, Queenswood School.  The complaint will 
be logged and receipt of the complaint will be acknowledged in writing within two 
working days.  The complainant will then be invited to the school to discuss the 
matter and / or receive a written response to the complaint within seven working 
days. If a parent / carer or representative of the placing authority is not satisfied 
with the way the Principal and senior managers of Queenswood School have dealt 
with the complaint, they should then write to The Regional Manager for Education 
Munstead Heath, Godalming, Surrey GU7 1UW 01483 892061. The regional 
manager will investigate the concerns and formally respond. 
 
There is also a third stage of final appeal. If the matters require further 
deliberation to bring about resolution the Managing Director - Priory Group, Priory 
House, Randalls Way, Leatherhead, KT22 7TP. On receiving such a formal written 
request will acknowledge receipt within 2 days, set a date within seven working 
days and convene a panel of at least three people none of whom will have been 
directly involved in the matters detailed in the complaint.  One member of the 
panel will be independent of the management and running of the school – an 
independent external adjudicator.  A hearing will be arranged which parents may 
attend with a representative should they wish.   
 
The panel will make findings and recommendations.  Copies of these will be made 
available to the complainant, proprietor, and principal, where relevant the person 
complained about.  Written records will be kept of all complaints and will indicate 
at what stage the complaint was resolved. Parents / carers may also wish to 
contact their Local Department of Children, Families and Schools or Ofsted, if they 
do not feel that their complaint has been dealt with satisfactorily.  
 
For formal complaints staff should follow the Grievance procedure detailed in the 
Priory Handbook section “Discipline and Grievance”.   The starting point for any 
complaint, formal or informal, that a staff member wishes to make, should be their 
direct Line Manager. 
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Priory Queenswood School  

Formal Complaints Flowchart 

 

    Complaint initiated by 

pupil, relative or LEA 

    

         

      

Can a member of staff help? 

If not, contact the Principal (24hours) 

      

       

       

           

  School Principal (Informal / formal) 

(acknowledgement of written complaint 

within 2 days) 

     

       

         

Yes 
  Resolved 

(no longer that 7 days) 

  
No 

    

         

Stage 1         

          

 
Further Investigation  

 

  

          

  Internal Decision (within 21 

days of written complaint)  

 
 

 

    

          

Resolved 
        

        

   
Not Resolved 

     

        

           

      Internal Appeal  

Regional Manager Level 

(written contact every 20 

working days) 

  

       

  Stage 2         

           

   
Resolved 

 
Not Resolved 

  

      

          

          

    Stage 3 Independent External Adjudication Panel 

Managing Director Level       

          

 


