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COMPLAINTS PROCEDURE 
 

 

General Timeframe  

The School requires Complaints to be raised within three months of the incident complained of, 
or where a series of associated incidents has occurred within three months of the last of these 
incidents. The School will however, consider Complaints made outside of this time frame if 
exceptional circumstances apply.  

It is in the interest of all to resolve a Complaint as speedily as possible. The time needed to deal 
with a Complaint will vary according to the nature of the Complaint, the extent of 
investigations and actions needed to resolve it, as well as the availability of those individuals 
that are needed to resolve it.  The School may therefore deviate from any of the stated 
timescales should it consider such deviation to be reasonable in the circumstances. If this 
happens, amended timelines will be communicated to the relevant parents.   

In this Complaints Procedure “working days” means Monday to Friday, when the School is 
open during term time. If a Complaint is received or referred to a further Stage outside of term 
time, it will be deemed to have been made or referred on the first school day of the following 
term. 

EYFS 

In the case of a written Complaint (including any complaint or concern) about the fulfilment of 
the EYFS requirements, the School will investigate and notify the complainant of the outcome 
of the investigation within 28 (twenty eight) days of the School’s receipt of the Complaint.  

 
Stage 1 – Informal Resolution 

It is hoped that most Complaints will be resolved quickly and informally at this Stage 1 level.   

If parents have a Complaint they should initially contact their child’s form teacher, either 
verbally, by email or otherwise in writing.   

Complaints made to other members of staff (including the Head, Deputy Heads or Head of 
Department) will be referred to the child’s form teacher, unless:  

• the Complaint concerns the form teacher;  

• the Complaint is directly against the Head; or 

• such other initial contact otherwise deems it appropriate for him/her to deal with 
the matter personally. 

If the Complaint is directly against the Head, parents should make the Complaint to Dolphin 
School Ltd at Dolphin School, for the attention of “the Complaints Co-ordinator”. 
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If the form teacher (or other initial contact) cannot resolve the matter alone, they may consult 
other members of staff with a view to facilitating an early resolution of the Complaint. 

The form teacher (or other initial contact) will make a written record of the Complaint, will 
acknowledge receipt of the Complaint and will endeavour to resolve the Complaint as soon as 
possible.  

If, within 5 (five) working days the Complaint is not resolved to the satisfaction of the parent, 
the parent may proceed with their Complaint in accordance with Stage 2. 

Notwithstanding the parent’s ability to proceed with their Complaint in accordance with Stage 
2, the parent and form teacher (or other initial contact) may, by agreement with the parent, 
continue to deal with the Complaint as a Stage 1 Complaint.   

A Complaint is deemed resolved at this Stage 1 if it is resolved to the satisfaction of the parent, 
or if there is no further communication from the parent concerning the Complaint for a period 
of 1o (ten) working days without commencement of Stage 2 in relation to the Complaint.         

 
Stage 2 – Formal Resolution 

If a Complaint is not resolved at Stage 1, the parent may put the Complaint in writing to the 
Head, unless the Complaint is directly against the Head, in which case the parent should make 
the Complaint to Dolphin School Ltd at Dolphin School, for the attention of the “Complaints 
Co-ordinator”.  In either case, in doing so, the parent should indicate that they wish to 
commence Stage 2 of this Complaints Procedure in respect of the Complaint.  

Unless the Complaint is directly against the Head, the Head will decide, after considering the 
complaint, the appropriate course of action to take, which may include delegation of the 
matter to another member of the School’s senior management team.   In most cases, the Head 
will meet the parent concerned, normally within 5 (five) working days of receiving the 
complaint, to discuss the matter.  If possible, a resolution will be reached at such meeting 
although, depending on the circumstances, the Head may decide to carry out further 
investigations before attempting to resolve the matter.  

Once the Head is satisfied that, so far as is practicable, all of the relevant facts have been 
established, the Head will attempt to resolve the matter, with or without further discussion 
with the parent, as the Head considers appropriate in the circumstances. Upon reaching a 
decision, the Head will inform the parent of the decision and the reasons for such decision. 

The Head will make written records of all meetings and interviews held in relation to the 
handling of the Complaint at this Stage 2. The Head will make a written record of any action 
taken by the school in consequence of the Complaint. 

Where a Stage 2 Complaint is directly against the Head, Dolphin School Ltd will nominate a 
serving Advisor to consider the Complaint.  The nominated person will require the Head to 
provide a report in relation to the Complaint and will proceed as above (as if references to the 
Head are references to the nominated person).  

The School aims to complete this Stage 2 within 10 (ten) working days from the date of the 
Complaint being referred to the Head (or Dolphin School Ltd, as the case may be) as a Stage 2 
Complaint. 
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A Complaint is deemed resolved at this Stage 2 if it is resolved to the satisfaction of the parent, 
or if there is no further communication from the parent concerning the Complaint for a period 
of 10 (ten) working days without commencement of Stage 3 in relation to the Complaint.         

If a parent is not satisfied with the decision made at this Stage 2, the parent may proceed with 
their Complaint in accordance with Stage 3.   

 

 
Stage 3 – Panel Hearing 

If a Complaint is not resolved at Stage 2, the parent may put the Complaint in writing to Dolphin 
School Ltd at Dolphin School, for the attention of the Complaints Co-ordinator.  In doing so, the 
parent should indicate that they wish to commence Stage 3 of this Complaints Procedure in 
respect of the Complaint.  

Upon receipt of such notice, the Complaints Co-ordinator (being a person appointed by the 
School for such purpose) will:   

• promptly acknowledge receipt of such notice in writing to the parent;  

• appoint a complaints panel (the “Complaints Panel”).  The Complaints Panel will 
consist of three persons not directly involved in the matters detailed in the 
Complaint, one of whom shall be independent of the management and running of 
the School; 

• schedule a hearing to take place as soon as practicable;  

• liaise with the parent and the Complaints Panel to gather, collate and circulate the 
information that the parent or the Complaints Panel think necessary to hear the 
Complaint. Such information may include, for example, further particulars or the 
Complaint or related matters, statements, records and other evidence or 
information; and  

• will endeavour to ensure that the information referred to above is circulated to the 
Complaints Panel and the parent 5 (five) working days before the hearing.   

The Complaints Panel will, and the parent is requested to, co-operate with the Complaints Co-
ordinator in preparation for the hearing. 

The parent may attend the hearing and be accompanied to the hearing by one other person if 
they wish.  However, the hearing is not a form of legal proceedings and does not confer a right 
on a parent to have a legal representative to make representations on their behalf at the 
hearing. 

At the hearing, the Complaints Panel will hear the Complaint and will make findings and 
recommendations in relation to the Complaint (and any action to be taken in consequence of 
the Complaint) and will ensure that a copy of such findings and recommendations is: 
 

• provided to the complainant and, where relevant, the person complained about; 
and 

• made available for inspection on the School premises by the proprietor and the 
Head;  
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However, it may defer making such findings and recommendations or ask for further 
investigation, information or a further hearing where it thinks such action is necessary for the 
proper consideration of the Complaint.   

If a Complaint proceeds to this Stage 3, the School aims to hold the hearing by the Complaints 
Panel within 20 (twenty) working days of the School’s receipt of notice requiring the Complaint 
to proceed to this Stage 3.  
 
A Complaint is deemed resolved at this Stage 3 if it is resolved to the satisfaction of the parent, 
or if there is no further communication from the parent concerning the Complaint for a period 
of 20 (twenty) working days, or if the Complaints Panel makes its findings and 
recommendations in relation to the Complaint. 

Department for Education and the Independent Schools Inspectorate 

Complainants may also complain directly to the Department for Education (“DfE”) or the 
Independent Schools Inspectorate (“ISI”).  While these organisations do not become directly 
involved with individual complaints, the DfE has certain powers as a regulator if the School is 
not meeting standards set by DfE and the ISI may take information or concerns into account in 
relation to the next school inspection. The parent can complain to OFSTED via the DfE by filling 
in its online School Complaints Form 
(https://form.education.gov.uk/service/Contact_the_Department_for_Education ) and can 
complain to the ISI by emailing concerns@isi.net or by calling 020 7600 0100.   
 

 
Notes 
 

Academic Year   Complaints dealt with at Stage 2 Complaints Dealt with at Stage 3 

2019-20              0 0 

2020-21 0 0 

2021-22 0 0 

 
Dolphin School will provide the Independent Schools Inspectorate, on request, with a written 
record of all complaints made during any specified period, and the action which was taken as a 
result of each complaint. The record of any such complaints will be kept for at least three years. 
 
 
 
Last updated:    September 2022 

Next scheduled review:   September 2023 

 
 
 
 

mailto:concerns@isi.net
tel:02076000100

