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Our School Vision  

At Elham, we instill a deep sense of faith, hope, and purpose, encouraging our pupils to 
act with empathy and serve others with love. We believe that every child is a unique gift 
from God, with their own potential to flourish and grow. Guided by Christian faith and 
love, our school is a nurturing community where all are welcomed, valued, and inspired 
to aim high, act with compassion, and live with integrity. 

We are committed to achievement for all, ensuring that every child—regardless of 
background or starting point—is supported, challenged and ambitious to thrive. We are 
guided by a belief in encouraging children to dream boldly and persevere with purpose. 
Learning is our purpose and commitment.  

We are a community, deeply rooted in our rural location. We are here for our children 
and their families, and we recognise the central role we play as a part of our village.  

Through a broad, rich and inclusive curriculum, we help our children grow into confident, 
kind, and thoughtful individuals who make a positive difference in the world. 

 

 



Our Narrative   

New Living Translation John 6:5-14 Jesus Feeds the Five Thousand  

5 Jesus soon saw a huge crowd of people coming to look for him. Turning to Philip, he asked, 
“Where can we buy bread to feed all these people?” 6 He was testing Philip, for he already 

knew what he was going to do.  
7 Philip replied, “Even if we worked for months, we wouldn’t have enough money[a] to feed 

them!” 8 Then Andrew, Simon Peter’s brother, spoke up. 9 “There’s a young boy here with five 
barley loaves and two fish. But what good is that with this huge crowd?”  

10 “Tell everyone to sit down,” Jesus said. So they all sat down on the grassy slopes. (The 
men alone numbered about 5,000.) 11 Then Jesus took the loaves, gave thanks to God, and 

distributed them to the  
people. Afterwards he did the same with the fish. And they all ate as much as they wanted. 12 
After everyone was full, Jesus told his disciples, “Now gather the leftovers, so that nothing is 

wasted.” 13 So they picked up  

the pieces and filled twelve baskets with scraps left by the people who had eaten from the five 

barley loaves. 14 When the people saw him[b] do this miraculous sign, they exclaimed, “Surely, 

he is the Prophet we have  
been expecting!”[c]  

 

Complaint Form 

Please complete and return to Mr Magliocco (Headteacher) who will acknowledge receipt and 

explain what action will be taken. 

Your name: 

Pupil’s name (if relevant): 

  

Your relationship to the pupil (if relevant): 

  

Address: 

Postcode: 

Telephone number:  



Please give details of your concern, including whether you have spoken to anybody at 

the school about it. 

  

  

  

  

  



What actions do you feel might resolve the problem at this stage? 

  

Are you attaching any paperwork? If so, please give details. 

  

Signature: 

Date: 

Official use 

Date acknowledgement sent: 

  



By who: 

  

Complaint referred to: 

  

Date: 

  

The difference between a concern and a complaint  

A concern may be defined as ‘an expression of worry or doubt over an issue considered 

to be important for which reassurances are sought’. A complaint may be defined as ‘an 

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

It is in everyone’s interest that concerns and complaints are resolved at the earliest 

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

formal stages of the complaints procedure. Elham Church of England Primary School 

takes concerns seriously and will make every effort to resolve the matter as quickly as 

possible. If you have difficulty discussing a concern with a particular member of staff, we 

will respect your views. In these cases, the complaints co-ordinator Sally Lewis, will 

refer you to another staff member. Similarly, if the member of staff directly involved feels 

unable to deal with a concern, Sally Lewis will refer you to another staff member. The 

member of staff may be more senior but does not have to be. The ability to consider the 

concern objectively and impartially is more important. We understand however, that 

there are occasions when people would like to raise their concerns formally. In this 

case, Elham Church of England Primary School will attempt to resolve the issue 

internally, through the stages outlined within this complaints procedure.  

How to raise a concern or make a complaint  

A concern or complaint can be made in person by parents, carers (including parents or 

carers of children no longer at the school) and members of the public, in writing or by 

telephone. They may also be made by a third party acting on behalf of a complainant, 

as long as they have appropriate consent to do so.  



Concerns should be raised with the class teacher in the first instance. At this stage 

informal mediation may be offered. While this can be useful in helping the school and 

complainants reach an agreement and move forward, there are times when it may not 

be the most appropriate course of action. Mediation can:  

• provide a helpful mechanism for discussion when a concern is raised  

• help to rebuild the relationship between all parties  

It should not be used as a substitute for an investigation during the formal stages of the 

complaints procedure.  

If neither the complainant nor the school considers that mediation will serve any 

practical purpose at this point, the complainant will not be prevented from moving to the 

next investigative stage of the complaints procedure. If the issue remains unresolved, 

the next step is to make a formal complaint.  

Complainants should not approach individual governors to raise concerns or 

complaints. They have no power to act on an individual basis and it may also prevent 

them from considering complaints at Stage 2 of the procedure.  

Complaints against school staff (except the headteacher) should be made in the first 

instance, to Fiona Crascall (Headteacher) via the school office. Please mark them as 

Private and Confidential.  

Complaints that involve or are about the headteacher should be addressed to Ed 

Robbins (Chair of Governors), via the school office. Please mark them as Private and 

Confidential.  

Complaints about the Chair of Governors, any individual governor or the whole 

governing body should be addressed to Sally Lewis (the complaints co-ordinator) via 

the school office. Please mark them as Private and Confidential.  

For ease of use, a template complaint form is included above. If you require help in 

completing the form, please contact the school office. You can also ask third party 

organisations like the Citizens Advice to help you. In accordance with equality law, we 

will consider making reasonable adjustments if required, to enable complainants to 

access and complete this complaints procedure. For instance, providing information in 



alternative formats, assisting complainants in raising a formal complaint or holding 

meetings in accessible locations. 

Anonymous complaints  

We will not normally investigate anonymous complaints. However, the headteacher or 

Chair of Governors, if appropriate, will determine whether the complaint warrants an 

investigation.  

Time scales  

You must raise the complaint within three months of the incident or, where a series of 

associated incidents have occurred, within three months of the last of these incidents. 

We will consider complaints made outside of this time frame if exceptional 

circumstances apply.  

Complaints received outside of term time  

We will consider complaints made outside of term time to have been received on the 

first school day after the holiday period.  

Scope of this Complaints Procedure  

This procedure covers all complaints about any provision of community facilities or 

services by Ash Cartwright and Kelsey, other than complaints that are dealt with under 

other statutory procedures, including those listed below. 

Roles and Responsibilities 

Complainant 

The complainant will receive a more effective response to the complaint if they: 

·      treat all those involved in the complaint with respect 

·     explain the complaint in full as early as possible 

·      co-operate with the school in seeking a solution to the complaint 

·      respond promptly to requests for information or meetings or in agreeing the details of 

the complaint 

·      ask for assistance as needed 



·      refrain from publicising the details of their complaint on social media and respect 

confidentiality. 

Investigator 

The investigator’s role is to establish the facts relevant to the complaint by: 

·   providing a comprehensive, open, transparent and fair consideration of the complaint 

through: 

o  sensitive and thorough interviewing of the complainant to establish what has 

happened and who has been involved 

o  interviewing staff and children/young people and other people relevant to the 

complaint 

o  consideration of records and other relevant information 

o  analysing information 

·      liaising with the complainant and the complaints co-ordinator as appropriate to clarify 

what the complainant feels would put things right. 

The investigator should: 

·      conduct interviews with an open mind and be prepared to persist in the questioning 

·      keep notes of interviews or arrange for an independent note taker to record minutes of 

the meeting 

·      ensure that any papers produced during the investigation are kept securely pending 

any appeal 

·   be mindful of the timescales to respond 

·   prepare a comprehensive report for the headteacher or complaints committee that sets 

out the facts, identifies solutions and recommends courses of action to resolve 

problems. 

 

 The headteacher or complaints committee will then determine whether to uphold or 

dismiss the complaint and communicate that decision to the complainant, providing the 

appropriate escalation details. 

Complaints Co-ordinator (If you are using a Complaints Co-ordinator this could be the 

headteacher /clerk or other staff member providing administrative support) 

The complaints co-ordinator should: 

·      ensure that the complainant is fully updated at each stage of the procedure 

·      liaise with staff members, headteacher, Chair of Governors, Clerk and LAs (if 

appropriate) to ensure the smooth running of the complaints procedure 



·      be aware of issues regarding: 

o  sharing third party information 

o  additional support. This may be needed by complainants when making a complaint 

including interpretation support or where the complainant is a child or young person 

·      keep records. 

Clerk to the Governing Body 

The Clerk is the contact point for the complainant and the committee and should: 

·      ensure that all people involved in the complaint procedure are aware of their legal 

rights and duties, including any under legislation relating to school complaints, 

education law, the Equality Act 2010, the Freedom of Information Act 2000, the Data 

Protection Act (DPA) 2018 and the General Data Protection Regulations (GDPR) 

·   set the date, time and venue of the meeting, ensuring that the dates are convenient to 

all parties (if they are invited to attend) and that the venue and proceedings are 

accessible 

·   collate any written material relevant to the complaint (for example; stage 1 paperwork, 

school and complainant submissions) and send it to the parties in advance of the 

meeting within an agreed timescale 

·   record the proceedings 

·   circulate the minutes of the meeting 

·   notify all parties of the committee’s decision. 

Committee Chair 

The committee’s chair, who is nominated in advance of the complaint meeting, should ensure 

that: 

·   both parties are asked (via the Clerk) to provide any additional information relating to 

the complaint by a specified date in advance of the meeting 

·   the meeting is conducted in an informal manner, is not adversarial, and that, if all 

parties are invited to attend, everyone is treated with respect and courtesy 

·   complainants who may not be used to speaking at such a meeting are put at ease. This 

is particularly important if the complainant is a child/young person 

·   the remit of the committee is explained to the complainant 

·   written material is seen by everyone in attendance, provided it does not breach 

confidentiality or any individual’s rights to privacy under the DPA 2018 or GDPR. 

 



If a new issue arises it would be useful to give everyone the opportunity to consider and 

comment upon it; this may require a short adjournment of the meeting 

·   both the complainant and the school are given the opportunity to make their case and 

seek clarity, either through written submissions ahead of the meeting or verbally in the 

meeting itself 

·   the issues are addressed 

·   key findings of fact are made 

·   the committee is open-minded and acts independently 

·   no member of the committee has an external interest in the outcome of the 

proceedings or any involvement in an earlier stage of the procedure 

·   the meeting is minuted 

·   they liaise with the Clerk (and complaints co-ordinator, if the school has one). 

Committee Member 

Committee members should be aware that: 

·   the meeting must be independent and impartial, and should be seen to be so 

No governor may sit on the committee if they have had a prior involvement in the 

complaint or in the circumstances surrounding it. 

·   the aim of the meeting should be to resolve the complaint and achieve reconciliation 

between the school and the complainant 

We recognise that the complainant might not be satisfied with the outcome if the meeting 

does not find in their favour. It may only be possible to establish the facts and make 

recommendations. 

·   many complainants will feel nervous and inhibited in a formal setting 

Parents/carers often feel emotional when discussing an issue that affects their child. 

·      extra care needs to be taken when the complainant is a child/young person and 

present during all or part of the meeting 

Careful consideration of the atmosphere and proceedings should ensure that the 

child/young person does not feel intimidated. 

The committee should respect the views of the child/young person and give them equal 

consideration to those of adults. 

If the child/young person is the complainant, the committee should ask in advance if any 

support is needed to help them present their complaint. Where the child/young person’s 

parent is the complainant, the committee should give the parent the opportunity to say 

which parts of the meeting, if any, the child/young person needs to attend. 



However, the parent should be advised that agreement might not always be possible if the 

parent wishes the child/young person to attend a part of the meeting that the committee 

considers is not in the child/young person’s best interests. 

·      the welfare of the child/young person is paramount. 

 

This policy was approved by the Governing Body on: 21st January 2026 

  

Signed: Ed Robbins       Date: 21st January 2026   

Chair of Governors 

Signed: Joe Magliocco       Date: 21st January 2026             

Headteacher   

 


