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Complaints Procedures (for Parents’ Use)-  

For the Prep School (including EYFS) and the Senior School 

 

A complaint may be generally recognised as ‘an expression or statement of 

dissatisfaction however made, about actions taken or a lack of action’. 

 

Ipswich High School aims to create an atmosphere in which a diverse range of 

people can work together openly and in a spirit of mutual respect and trust 

towards a common purpose. Nevertheless we recognise that it is possible for 

misunderstandings and disagreements to arise or for mistakes to happen.  

It’s in everyone’s interest that complaints are resolved at the earliest possible 

stage. Many issues can be resolved informally, without the need to follow 

formal procedures. Ipswich High School takes informal complaints seriously and 

make every effort to resolve the matter as quickly as possible. There will be 

occasions however when complainants want to raise their complaints formally. 

In those cases, the school’s complaints procedure should be followed which is 

outlined below. 

Our Complaints Procedure is designed to help parents and pupils (both day 

and boarding pupils) to resolve complaints at an early stage and thereby limit 

the confusion and upset which they often cause.  

 

The Complaints Procedure is laid down by the Independent Schools Standards 

Regulations (ISSRs) and is a progressive three-stage process:  

 

1. Informal complaint  

2. Formal complaint  

3. Panel hearing  

 

If a complaint however is considered very serious, then it may be progressed 

by the school immediately to stage two. 

 

 

 

 

Ipswich High School is a proprietorial school owned by Ipswich Education Limited 

(IEL), whose Board has the legal responsibility to ensure that all regulatory 

requirements are met.  This means that the Board of Local Governors (BLG) has a 

role that is different to many independent schools.  It is the role of the BLG to act 

as ‘critical friend’ to the school and to provide it with strategic guidance and 

oversight.  The Governors, therefore, have powers of scrutiny and are enabled to 

make recommendations to the Ipswich Education Ltd Board (IELB) for change 

and improvement.  Governors’ meetings are held every term. 
 



 
 

Stage One: Informal Complaints  

Any pupil or parent with an informal complaint is encouraged to discuss it 

informally with their Form Tutor/Head of Year or Class Teacher or to contact the 

Head of Prep, Head of Sixth Form, Assistant Head (Wellbeing) or Deputy Head. 

When the complaint concerns only the matter of finance, such as fees in lieu 

which remain outstanding, the matter should be referred to the Director of 

Finance and Operations. 

 

The complaint matter will be discussed and every attempt will be made to find 

an informal resolution to the issue raised by the complainant. Informal 

complaints may be made in person or via telephone, email or letter. The 

School will respond to the parent on weekdays during term time within 48 hours. 

This might be with an acknowledgement email in the first instance. Follow-up 

contact will be made within ten working days. Any informal complaint sent to 

staff who are away on holiday will be responded to once term begins again. 

If a parent is not satisfied with the response to an informal complaint, the 

complaint may be escalated to the formal process.  

 

Stage Two: Formal Complaints  

Formal complaints should be made in writing to the Head. They will be 

investigated by an appropriate member of the Senior Leadership Team (SLT), 

usually the Deputy Head or Head of Prep. If the complaint relates to boarding 

practices, then the Director of Boarding would most likely lead the 

investigation. The investigator will respond to the complainant by letter within 

five working days and will complete the investigation within two working 

weeks. The investigator will record their findings in the Complaints Log along 

with all correspondence from and to the complainant. Complaints about the 

Head should be directed to the proprietor.  

 

Stage Three: Panel Hearing  

In the event that the complainant is not satisfied with the response to their 

complaint made in stage two above and notifies the Head to that effect in 

writing, there is provision for an appeal hearing by three individuals, none of 

whom were directly involved in the matters detailed in the complaint. 

Although arranging a panel hearing is in fact the role of the proprietor, the 

arrangement of such a hearing can be delegated by them to the Head as 

long as the Head has not been directly involved in the matters detailed in the 

complaint. If the complaint is against the Head, the Head would not be 

involved in arranging the panel and the responsibility would remain with the 

proprietor. If the Head has been directly involved in the complaint matters, 

then it would be the role of the IEL Proprietorial Board Lead for Safeguarding & 

Compliance (Mr Rob Tasker) to arrange the panel. 

 

The panel hearing will be held within three working weeks of the Head 

receiving the request for an appeal. The membership of the appeals panel will 

be determined by the Head who may chair the panel and will include one 



 
person independent of the management and day to day running of the 

school.  

 

Parents making an appeal may be accompanied by a friend (not a legal 

representative). If it is appropriate for a pupil to appear before the panel they 

may be accompanied by their parents or guardian, if they so choose. The 

appeal panel will consider the complaint and the grounds for the appeal and 

make appropriate findings and any necessary recommendations. These will be 

made available to the complainant and the person complained about at the 

hearing or subsequently and shall be confirmed in writing to you by electronic 

mail where appropriate within five working days. The findings and 

recommendations of a panel hearing and the actions taken by the school as 

a result of the complaint, will be available for inspection on the school premises 

by the Proprietors and the Head. 

 

Once initiated, panel hearings will take place even if the parent decides not 

to attend but not if the parent indicates they do not wish to proceed further. 

 

EYFS 

Additional requirements apply to the EYFS setting, beyond those which apply 

to the rest of the school.  Written complaints about the fulfilment of the EYFS 

requirements are investigated and the complainant notified of the outcome 

of the investigation within 28 days.  The record of complaints will be made 

available to the Independent Schools’ Inspectorate (ISI) and OFSTED on 

request.   

 

Parents may contact the ISI if they believe the school is not meeting the EYFS 

requirements: CAP House, 9-12 Long Lane, London, EC1A 9HA, or may be 

contacted by telephone: 020 7600 0100 or via their website: 

www.isi.net/contact.   

 

Parents can also contact Ofsted if they believe the school is not meeting the 

EYFS requirements: Store Street, Manchester or by telephone: 0300 123 4666 or 

by e-mail using enquiries@ofsted.gov.uk 

 

External Complaints Organisations  

Parents and pupils are advised that they may also take their complaints to the 

Independent Schools Inspectorate. Current contact details are available from 

the ISI website http://www.isi.net/parents-and-pupils/concerns-about-a-

school. 

 

Alternatively, parents and pupils are advised that for matters in respect of the 

safeguarding of children they may contact Suffolk Safeguarding Partnership 

at Floor 3, Gold Block, Endeavour House, 8 Russell Road, Ipswich, IP1 2BX Tel 

01473 265359  Email: safeguardingpartnership@suffolk.gov.uk  

Please note that the School’s Safeguarding and Child Protection Policy is 

available on the school’s website. 

http://www.isi.net/contact
mailto:enquiries@ofsted.gov.uk
http://www.isi.net/parents-and-pupils/concerns-about-a-school
http://www.isi.net/parents-and-pupils/concerns-about-a-school
mailto:safeguardingpartnership@suffolk.gov.uk


 
 

Effective and fair resolution of complaints requires that they are brought to the 

school’s attention promptly, which should be within three months of the 

relevant event(s). Complaints may be heard after this time if the complaints 

panel or chief executive of Ipswich Education Ltd consider that the delay has 

not prejudiced an effective and fair resolution.  

 

Communications 

A complaint can be made in person, by telephone or in writing (this includes 

e-mail) or by a third party acting on behalf of the complainant. Written consent 

from the complainant should be received disclosing information to a third 

party. 

 

During any complaints meeting, brief notes of meetings and telephone calls 

should be taken. These should be kept securely. Recording of meetings using 

any form of recording device is strictly prohibited. 

 

Record Keeping  

The Acting Head keeps a full record of all informal and formal complaints and 

any appeals which relate to both the Prep (including EYFS) and the Senior 

School. This record states whether complaints are resolved by formal 

procedure or proceed to a panel hearing as well as the action taken by the 

school as a result of the complaint (regardless of whether it is upheld). This file 

is reviewed termly to monitor any pattern in the complaints and a termly review 

is completed which is submitted to governors and the proprietor. Complaints 

which specifically relate to boarding are made clear in the complaints log in 

order to similarly help identify any trends and patterns in this area which may 

help to inform boarding practices and procedures. 

 

All paperwork in respect of complaints is confidential except where the 

Secretary of State or a body conducting an inspection under section 109 of 

the 2008 Act requests access to them. 

 

During the 2020-21 academic year, one formal complaint was received. 

 

Timescales 

Complaints should be lodged with Ipswich High School within three months of 

the incident, or where a series of events have occurred, within three months 

of the last incident. Complainants also have three months to escalate their 

complaint from when it was initially made. Exceptional circumstances will be 

considered if complaints are raised or escalated outside this time frame. It is 

up to Ipswich High School to determine what constitutes ‘exceptional 

circumstances’. 

 

 

 

Note to Staff  



 
Staff who deal with complaints should always keep the appropriate member 

of SLT informed of the issues and the proposed solution. They should also pass 

a copy of the correspondence or their notes to the Deputy Head or Head of 

Prep, for the consolidated record of complaints. Staff who have any questions 

about a complaint or the way forward should speak with the Deputy Head or 

Head of Prep at the earliest opportunity.  

 

Provisions relating to complaints dealt with using this procedure 

This procedure will not be relevant where other statutory or organisational 

provisions apply, for example: child protection; racial incidents or special 

educational provision.  If complaints relate to child protection matters, the 

appropriate Safeguarding Partnership procedures will be followed. 

 

This procedure cannot be used to deal with appeals following permanent 

exclusion.  There is a separate procedure in place which is outlined in the Fixed 

Period and Permanent Exclusion Policy. 

 

Nothing in this policy shall prejudice the rights of parents of a pupil with SEN or 

a disability to seek redress from the First Tier Tribunal (Special Educational Needs 

and Disability) if they believe their child has received unfavourable treatment. 

 

A complaint can be made by any parent (or person deemed to have parental 

responsibility under the terms of the Children Act 2004) or a pupil registered at 

the school. 

 

A complaint cannot be raised in relation to a pupil who has left the school, 

unless the issue was first raised when the pupil was on roll.  The child is taken off 

roll on the final day of the term in which they leave. 

 

Key Contacts: 

Head Mark 

Howe 

head@ipswichhighschool.co.uk  

Proprietor Ipswich 

Education 

Ltd 

Contactable at: 

Woolverstone, Suffolk, IP9 1 AZ. 
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