
HOW TO RUN AN EFFECTIVE COMPLAINTS REVIEW PANEL  

MODEL FLOWCHART FOR THE COMPLAINTS PROCESS: MAINTAINED SCHOOLS 

 

 Informal: Informal complaint/concern raised with staff member 

If the issue remains unresolved the next step is to make a formal complaint 

Issue resolved Issue not resolved 

Stage 1: Formal complaint to Headteacher  

 Complaint submitted in writing within (10) school days of informal 

concern being concluded (via complaints co-ordinator Julie Trundle 

(trunj001@fairviewprimary.medway.sch.uk) 

 Acknowledge receipt of complaint within 5 school days providing 

target response date which will usually be within 10 school days of 

receipt of complaint  

 Complaint investigated by Headteacher or investigator  

 Write (email or 1st class letter) to complainant with outcome of 

investigation and process for appeal by target response date 

Issue resolved Issue not resolved 

Stage 2: Governors’ complaints review panel hearing arranged 

 Complainant writes to the clerk (via the complaints co-ordinator Julie 

Trundle trunj001@fairviewprimary.medway.sch.uk) as in the policy within 

(10) school days of receipt of the date of the letter notifying the 

outcome of Stage 1 

 Inform complainant of the governors’ complaints review meeting – to 

be held within (20) days of receipt of stage 2 complaint  

 Hold meeting 

 Issue letter confirming panel decision within (10) school days of review 

meeting  
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