
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

St. David’s High School 

Saltney 
Where complaints cannot be resolved under the general complaints’ procedure, 

we will follow the advice under the: 

School Governing Bodies Complaints 

Procedure Circular: 03/2004 

Please see following diagrams 

Reviewed by Governors: October 2025 



 

Diagram 1 – General complaints about the School 
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Person raises a complaint orally or in writing within 
three months of initial incident 

Complaint resolution undertaken by 
teacher or passed to the complaints 
officer if one has been identified and 
investigated. 

Complaint unresolved 

Complaint referred to headteacher, 
preferably in writing, for investigation 

Complaint 
dissatisfied 

Written complaint to governing body 
complaints committee who hear complaint 

 

 

 

COMPLAINT 

 

RESOLUTION 

Stage 1 

Inform complainant 

Make record 

 

 

Written confirmation 
of resolution to 
complainant 

 

Record all evidence 



 

Diagram 2 – Complaint about the Headteacher 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

Person raises a complaint in writing 
within three months of initial incident 

 

Complaint is referred to the Chair of 
Governors, who investigates complaint or 
delegates to Vice Chair or another 
designated officer 

Complaint 
dissatisfied 

Written complaint to governing 
complaints committee who 
hear complaint 
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Record all evidence 



 

Diagram 3 – Complaint against the Complaints Officer (if there is one) 

 

 If Headteacher is also If Headteacher is not the 
 the Complaints Officer                                                                Complaints Officer 
 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

Person raises a complaint in writing 
within three months of initial incident 

 

Written complaint 
referred to Chair of 
Governors procedure in 
Diagram 2 is followed 
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Written confirmation 
of resolution to 
complainant 

 

Record all evidence 

Person raises a complaint in writing 

Complaint referred to 
headteacher who investigates 
or refers matter to a senior 
member of staff to 
investigate 

Written complaint to 
governing body complaints 
committee who hear 
complaint  

Complainant dissatisfied 



 

Diagram 4 – Complaint against the Chair of Governors and Complaint against the Chair of Governors and Headteacher 
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Written confirmation 
of resolution to 
complainant 

 

Record all evidence 

Person raises a complaint in writing within 
three months of initial incident 

 

Complaint referred to Vice Chair of 
Governors to investigate or to delegate 
investigation to another designated 
Governor 

Written complaint to 
governing body complaints 
committee who hear 
complaint 

Complainant dissatisfied 



 

Diagram 5 – Complaint about the Chair and Vice Chair of Governors together 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

*If the Chair of the complaints committee is also the Chair or Vice Chair of Governors, the complaint should be referred to the Chair of the Governing Body 
complaints appeal committee, who should become the Chair of the complaints committee for this particular complaint.  In these circumstances, the complaints 
appeal committee would need to appoint another Chair.  If the posts of the Chair of the complaints committee and Chair of the complaints appeal committee are 
held by the Chair and Vice Chair of Governors, both committees must appoint new chairs to hear the complaint. 
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Record all evidence 

Person raises a complaint in writing 
within three months of initial incident 

 

Complaint referred to the Clerk to the 
Governing Body 

Complaint passed to the Chair of the 
Governing Body complaints committee for 
resolution* 



Diagram 6 – Complaint about a Governor (including Vice Chair) or group of Governors 

 

 

If the Chair is not one of  If the Chair is one of the 
Group of Governors being           group of Governors being 
Complained about                         complained about    

Person raises a complaint in writing within 
three months of initial incident 

 

Complaint referred 
to Chair of 
Governors, who 
investigates 
complaint 

Complaint referred 
to Vice Chair of 
Governors, who 
investigates 
complaint 

Complaint dissatisfied Complaint dissatisfied 

Complaint referred to Chair of 
governing body complaints 
committee who hear complaint 
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