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We want to ensure that all our pupils get the best out of their time in school.  We want them to learn, to 

participate in activities in school and to enjoy their education.  If things go wrong, it is important that 

parents/carers get in touch with us immediately, especially if you wish to complain.  

This policy covers stage 1 (informal complaint) of The Hoddesdon School Trust’s Complaints Policy. For 

details of stages beyond this please refer to the policy on The Hoddesdon School Trust’s website. 

 

How to Complain 

 

We anticipate that parents/carers may have one or more sources of complaint.  Complaints may relate to a 

specific subject or to a matter of pastoral care.  It is also possible that parents/carers may wish to make a 

complaint about a member of staff in particular. 

If you wish to make a complaint please contact our school office between 08:30 and 16:00 (01992 416220), 

leaving your child’s name and class and stating the nature of the complaint. A member of staff will return 

your call within 24 hours or the first working day after the call. 

If you wish to complain in writing, your complaint should be addressed to your class teacher or a senior 

member of staff and either posted or emailed to admin@cranbourne.herts.sch.uk.  

Written complaints will be acknowledged within 48 hours of receipt. 

You are welcome to come into school at any time, but in order to ensure that a teacher or senior member of 

staff is free please make an appointment. 

At Cranbourne we welcome the opportunity to discuss any concerns parents or carers may have about 
their child’s experiences at school. This is usually best done by having an informal meeting with the class 
teachers. Sometimes parents wish to involve a senior member of staff. The head teacher has an open door 
policy to parents and will do her best to accommodate any meetings requested, but will refer parents back 
to the class teacher if that is considered to be the best way to resolve an issue, at the headteacher’s 
discretion. 

  

 

The complainant 

 

The complainant will get a more effective and timely response to their complaint if they: 

• Follow these procedures 

• Co-operate with the school throughout the process, and respond to deadlines and communications 
promptly 

• Treat all those involved with respect 

• Not publish details about the complaint on social media 

 

The investigator 

 

Most complaints at the informal stage can be resolved quickly through discussion, but if necessary an 
investigator will be appointed to look into the complaint and establish the facts, They will: 

• Interview all parties, keeping notes 

• Consider records and any written evidence and keep these securely 

• Prepare a comprehensive report to the headteacher which includes the facts and potential solutions 
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Often complaints can be resolved informally and we will work to avoid the need for complaints to escalate 

to formal proceedings. Should the need arise to move to more formal proceedings, please follow the 

procedures in The Hoddesdon School Trust policy. 

 

 

 


