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INTRODUCTION AND POLICY AIMS 

This policy applies to the Senior School, Preparatory School, Pre-Preparatory School and Winterfold School 

including those in the EYFS settings.  It has regard to the provisions of the National Minimum Standards 

for Boarding Schools and the Early Years Foundation Stage Framework. 

It aims to ensure that current pupils, parents and staff of the School are able to raise a concern, air a 

grievance, or make a formal complaint following a process that is fair, transparent, timely and designed 

to maximise the chance of a positive resolution. 

Whilst the School is fundamentally committed to providing the best possible education for all children, 

within a safe and accommodating environment, we accept that unhappiness about that provision may 

occur from time to time.  We are a large, complex, human organisation; mistakes can occur, and 

differences of opinion arise.  
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meet the policy aims and circumstances of each case.  Certain procedures can only be carried 

out during term time. 

TERMS 

For the purposes of this policy, the following terms are defined as: 

Pupils: refers to all children enrolled (including prior to arrival) in any of the four Bromsgrove Schools. 

Staff: refers to all teaching and support staff in any of the four Bromsgrove Schools. 

Parents: refers to all
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Disciplinary matters: a problem over any disciplinary action taken or a sanction imposed should 

be raised with the Houseparent (Senior School) or Class Teacher (Winterfold, Preparatory and Pre-

Preparatory Schools), and if not resolved, with the relevant Deputy Head (Pastoral). 

Financial matters: 
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The School will provide ISI, on request, a written record of all complaints made during any specified period 

and the action that was taken as a result.  Therefore, records of complaints will be kept for at least three 

years to accommodate the inspection cycle. 

LEVEL 3: REFERRAL TO A COMPLAINTS PANEL 

Notification: 
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terminated, the original decision will stand.  Any person who is dissatisfied with any aspect of the way the 

hearing is conducted must say so before the proceedings go any further and his/her comment will be 

minuted. 

Adjournment: The Chair may, at their discretion, adjourn the hearing for further investigation of any 

relevant issue. 

Decision: After due consideration of the matters discussed at the hearing the Panel shall reach a Decision 

unless there is an agreed position.  The Panel’s Decision may be notified orally at the hearing, or 

subsequently, and shall be confirmed in writing to the complainant within seven working days.  Reasons 

for the Decision will be given.  The Decision may include recommendations and will be sent to the 

complainant, the Chair of the Governing Body, the Headmaster, the Headmaster of the Preparatory and 

Pre-Preparatory Schools or the Headmistress of Winterfold House School, and, where relevant, any person 

about whom the complaint has been made. 

Private Proceeding: a hearing before the Complaints Panel is a private proceeding.  No notes or other 

records or oral statements about any matter discussed in or arising from the proceeding shall be made 

available directly or indirectly to the press or other media. 

Records: As with Level 2 complaints, a written record will be kept in the Complaints register of all 

complaints that proceed to a Panel hearing.  
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If a complainant persists in raising the same issue, the Headmaster will write to them explaining that the 

matter has been dealt with fully in line with the Policy and that the matter is closed.  In the case of other 

unreasonable complaints, the Headmaster may choose not to investigate having first agreed that 

approach with the Chair of Governors. 

The School will not investigate anonymous complaints under the procedure set out in the Policy.  

Anonymous complaints will be referred to the Headmaster who will decide what, if any, action should be 

taken.  
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APPENDIX 1: CONTACT DETAILS (SCHOOL) 

Mr M Punt (Headmaster, Senior School) Headmaster@bromsgrove-school.co.uk 

 01527 579679 ext. 205 

Mr M Marie (Head of Pre-Preparatory  PrepHead@bromsgrove-school.co.uk 

and Preparatory Schools) 01527 579679 ext. 371 

Mrs D Toms (Head of Winterfold School) DToms@winterfoldhouse.co.uk 

 01562 777234 

APPENDIX 2: CONTACT DETAILS (EXTERNAL) 

EYFS: Please note that only complaints concerned with the School’s failure to meet EFYS requirements 

can be made to ISI or Ofsted. 

Contact Details For ISI 

Independent Schools Inspectorate 

CAP House 

9-12 Long Lane 

London 

EC1A 9HA 

 

Telephone:  020 7600 0100 

Contact Details For Ofsted 

National Business Unit 

Ofsted 

5th, 6th and 7th Floors 

Piccadilly Gate 

Store Street 

Manchester 

M1 2WD 

 

Telephone:  0300 123 4666 

Email: enquiries@ofsted.gov.uk 

 

Staff on the helpdesk will discuss your concerns with you, advise you about whether to put your 

complaint in writing or suggest other ways to deal with your concerns, or you can fill in an online 

complaints form at www.ofsted.gov.uk/onlinecomplaints. 

  

mailto:Headmaster@bromsgrove-school.co.uk
mailto:PrepHead@bromsgrove-school.co.uk
mailto:DToms@winterfoldhouse.co.uk
mailto:enquiries@ofsted.gov.uk
http://www.ofsted.gov.uk/onlinecomplaints
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APPENDIX 3: COMPLAINT FORM 

Please complete and return to the Headmaster/Headmistress of your child’s section of the School who 

will acknowledge receipt and explain what action will be taken. 

Your name  

Name of pupil  

School (Senior, Prep, Pre-Prep or 

Winterfold) 
 

Your relationship to the pupil  

Details of the complaint 
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Are you attaching any paperwork? If so, please give details. 

 

Signature: Date: 

 

OFFICIAL USE 

Date received  

Complaint reference number.  

Date acknowledgment sent  

By whom  

Complaint referred to  

Date  

Date reported to the Governance 

Manager 
 

By whom  

 


