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1.​ Introduction 

1.1​ This policy is made available to parents and pupils on the school website. A copy can also be 
obtained from the Chief Operating Officer/Clerk to Governors1. “Parent(s)” in this policy means 
the holder(s) of parental responsibility for a pupil to whom the complaint relates. 

1.2​ Haileybury prides itself on the quality of the teaching and pastoral care provided to its pupils. 
The School is also committed to a continuous programme of rigorous self-evaluation in order to 
make the best possible provision for the pupils entrusted to our care. Parental feedback is 
therefore welcomed. Where a pupil or parent has any concern, or if a pupil or parent is unhappy 
about something and seeks action by the School, this will be treated seriously and with care, in 
accordance with these Procedures. 

1.3​ Many concerns are addressed informally and they are dealt with entirely satisfactorily on that 
basis. Nothing in this document is intended to inhibit the informal free flow of information and 
comment between pupils, parents and the various responsibility holders within the School. 
However, where matters cannot be resolved informally, these Procedures provide a process for 
matters to be dealt with on a formal basis where needed. 

2.​ Complaints procedure for all current pupils 

2.1​ We always encourage pupils to let us know if they have any worries or concerns. If you feel 
concerned about something, or if you wish to complain about how you are, or have been 
treated, there are various options available: 

●​ you may just wish to talk to someone informally – you can do this at any time; or  

●​ you may wish to make an informal complaint; or  

●​ you may wish to make a formal complaint if the matter is serious. 

This procedure sets out a process for you to follow so that we can try to resolve your concerns. 

2.2​ What constitutes a complaint? 

A complaint is where you have a concern about any matter. It might be about the School as a 
whole, about a specific department or about an individual member of staff. A complaint is likely 
to arise if you believe that the School has done something wrong, or failed to do something that 
it should have done, or acted unfairly. All concerns and complaints will be treated seriously and 
confidentially. The School is here for you and you will not be penalised for a complaint that you 
raise in good faith.  

2.3​ You may wish just to talk to someone 

Remember you have close friends who may be able to help, or an older pupil, College Prefect 
or Peer Supporter, to whom you may feel you can comfortably talk. Your Housemaster or 
Housemistress (HM) is always ready to help, or your Tutor, or any member of staff you know. 
You can also visit the School’s Health and Wellbeing Centre. 

The School has a designated Deputy Head (Pastoral), Dr Laura Pugsley, and also a Designated 
Safeguarding Lead, Clare Grant. Both Dr Pugsley and Mrs Grant would be very happy to 
discuss any concerns with you. The School also has a Safeguarding and Child Protection Policy 
that you can read – it is available on the Policies page of the School’s website and on the 
Policies page of the School Portal.  

1 ​ Mrs Catrin Mills: + 44 (0)1992 706497 c.mills@haileybury.com. 
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There may be times when you feel you cannot talk with a member of staff - this is perfectly all 
right and natural. You can talk to, telephone or write to any of the following: 

●​ Your parents. 

●​ The School’s Independent Person: Mrs Nicola Brace , 01992 706360. Current pupils have 
access to the services of our Independent Person, whom you may contact directly about 
personal problems or concerns at school. Mrs Brace visits Haileybury in her capacity as 
an Independent Person a number of times a year. She can also be contacted using the 
details above if you wish to request a meeting. 

●​ The School Counsellors: 01992 706241 or by email at schoolcounsellor@haileybury.com. 
The School employs the services of three Child and Adolescent Counsellors. They are 
available at the Health and Wellbeing Centre during the week to discuss, in confidence, 
matters of concern to pupils of all ages. 

●​ The Lay Chaplain: 01992 706302 or by email at p.blair@haileybury.com. 

●​ ChildLine: 0800 11 11. 

●​ Office of the Children’s Commissioner: 0800 528 0731. 

2.4​ What happens if I want to make an informal complaint about something? 

Sometimes you may feel that you would like to make a complaint about something that is 
worrying you. This might be about how you are being treated. The first thing you should do is 
speak to any member of staff who you trust, such as your Tutor or your HM. You can take 
someone with you if you wish - another pupil, an older pupil or another member of staff. 

It is important for you to remember that whenever you are discussing a concern in this way, you 
can have your Tutor or a friend with you when you are talking with your HM, the Deputy Master 
or the Master. 

If the matter cannot easily be resolved in this way, then you can make a formal complaint.  

2.5​ Formal complaints procedure for current pupils  

To raise a formal complaint, you will need to write to your HM, the Deputy Master or the Master 
explaining that you wish to make a formal complaint. You will get a note in reply saying the 
complaint has been recorded and that it will be dealt with. Your complaint will normally be 
acknowledged and discussed within three teaching days of its receipt in term time (in holiday 
and half term periods, within two weeks). You will then be asked to talk the matter through with 
either the Deputy Master or the Master; you can have a friend with you, your Tutor or your HM, 
or any member of staff. 

You do not have to inform staff or anyone else that you are complaining about them. You will not 
be penalised in any way for making a complaint in good faith.  

3.​ Complaints procedure for parents of current pupils 

3.1​ What constitutes a complaint? 

A complaint is a concern about any matter, or any matter about which a parent is unhappy and 
seeks action by the School. It may be made about the School as a whole, about a specific 
department or about an individual member of staff, for example. A complaint is likely to arise if a 
parent believes that the School has done something wrong, or failed to do something that it 
should have done, or acted unfairly.  
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Parents can be assured that all concerns and complaints will be treated seriously and 
confidentially. The School is here for you and your child; neither you nor your child will be 
penalised for a complaint that you raise in good faith. 

3.2​ What constitutes a parent of a current pupil? 

A parent of a current pupil is one whose child is a current registered pupil attending Haileybury. 
This procedure does not cover matters relating to admissions, and therefore pupils who have 
not yet joined the School. Once a child has left Haileybury, the child is no longer a current pupil, 
so again, this procedure would not apply. A parent whose child has left Haileybury may escalate 
a complaint that they have already registered informally, or at any formal stage, but cannot 
initiate a new complaint. This policy should not be used to appeal exclusions; there is an 
alternative process for this set out in the School’s Exclusion and Required Removal Policy, 
which can be found on the Policies page of the School’s website and on the Policies page of the 
School Portal.  

4.​ Haileybury operates a three-stage process for complaints as set out below. 

4.1​ Stage One (Informal Complaint) 

It is hoped that most complaints or concerns can usually be resolved quickly and satisfactorily, 
through discussion with the appropriate member of staff. As Haileybury operates a House 
system, if parents have a complaint it is usually most appropriate for them to contact their child’s 
Housemistress or Housemaster (HM) first. In most cases the matter will be resolved quickly and 
easily. An informal complaint can be made to any member of staff.   

An informal complaint can be made in writing, by telephone or in person. Depending on the 
nature of the complaint, the matter may be referred to another member of school staff (see the 
list below for examples of “Responsibility Holders”). If this is the case, the parent(s) should be 
informed which staff member will deal with the complaint. Whether the informal complaint is 
made in writing, in person or by telephone, the relevant staff member will acknowledge the 
complaint within three teaching days of its receipt in term time (in holiday and half term periods, 
within two weeks).  

The Responsibility Holder will inform the Deputy Master or relevant Deputy Head who manages 
them (copied via email to file@haileybury.com - the inbox whereby the School monitors all 
parental concerns) on receipt of an informal complaint. Where the complaint is made verbally, 
the relevant member of staff will include a note of the discussion. The member of staff will seek 
to resolve an informal complaint within five working days and will notify the parent(s) what action 
has been taken in light of the concern. Where it is not possible to resolve an informal complaint 
within this time, the parent(s) will be advised of their ability to proceed with their complaint under 
Stage Two of this procedure. 

Responsibility holders: 

If your complaint is related to: Please contact: 

Your child’s Housemaster/Housemistress, the 
School’s disciplinary arrangements, the pastoral 
support of the School or any form of bullying or 
harassment (including complaints relating to the 
protected characteristics defined in the Equality 
Act 2010) 

Deputy Master: s.heard@haileybury.com 
OR  
Deputy Head (Pastoral): 
l.pugsley@haileybury.com  

The pastoral support of a Tutor or the 
arrangements in House 

The Housemaster/Housemistress of your child’s 
House 
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If your complaint is related to: Please contact: 

The teaching in an academic department The relevant Head of Department 

The Head of an academic department or any 
other academic matter 

The Deputy Head (Academic): 
m.tomkins@haileybury.com  

Fees, premises, security, health and safety The Chief Operating Officer: 
c.mills@haileybury.com 

Sport provision The Director of Sport: a.searson@haileybury.com 

Co-curricular Music provision The Director of Music: r.brain@haileybury.com  

Co-curricular Drama provision The Director of Dramatic Arts: 
j.thomas@haileybury.com  

The Directors of Sport/Music/Drama or any other 
issues relating to the School’s co-curricular 
provision  

The Deputy Head (Co-Curricular): 
a.head@haileybury.com 

If the informal complaint is about the Chief Operating Officer, Deputy Master or any Deputy 
Head, it should be referred to the Master. The Master will decide whether he can deal with the 
complaint informally or whether the complaint should be dealt with formally under the procedure 
below. If the informal complaint is about the Master, it should be referred to the Chief Operating 
Officer as Clerk to Governors, who will discuss the matter with the Chair of Governors. The 
Chair of Governors will determine whether the complaint should be dealt with by him informally, 
or whether the formal procedure below should be followed. 

If your complaint is related to a safeguarding matter please refer to the School’s Safeguarding 
and Child Protection Policy for further guidance (available on the Policies page of the School’s 
website and on the Policies page of the School Portal).  

If you remain dissatisfied with the response provided to the informal complaint the next step is to 
pursue a formal complaint under Stage Two (see below).  

4.2​ Stage Two (Formal Complaint) 

If you remain dissatisfied following Stage One of the process, or if the complaint is so serious 
that an informal complaint is not appropriate, you should write to either the Master or the Chief 
Operating Officer as appropriate and formalise the complaint. This should be done within one 
month of the concern arising, or of the outcome of the previous stage being communicated to 
you if relevant. The division of responsibility at Haileybury is as follows:  

The Master All matters to do with pupils' education including discipline, co-curricular and 
pastoral care. 

The Chief 
Operating 
Officer 

Financial matters, buildings, grounds and equipment, health and safety, and 
domestic issues. 

The Master and the Chief Operating Officer consult regularly, particularly when their areas of 
responsibility overlap. To raise a formal complaint with the Master or the Chief Operating Officer 
you should briefly set out in writing your concern together with details as to why you believe that 
any investigation and/or action taken at the previous stage was unsatisfactory (if relevant).  
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If you have a formal complaint about the Chief Operating Officer, this should be referred to the 
Master. If you have a formal complaint about the Master, this should be referred to the Chair of 
Governors via the Chief Operating Officer2. 

The Master or the Chief Operating Officer will respond within three teaching days to 
acknowledge receipt (in holiday and half term periods, within two weeks). They may, where 
appropriate, arrange a meeting or conversation with you to discuss your complaint, and in some 
cases the matter can be resolved in this way. Otherwise, the Master or Chief Operating Officer 
will investigate the matter further and independently of conclusions reached at any earlier stage. 
This may include discussing the matter with any individuals involved. Once the Master or Chief 
Operating Officer is satisfied that, so far as is practicable, all of the relevant facts have been 
established, a decision will be made and the outcome will be communicated to you in writing, 
usually within one month of the date of the complaint in term time, and within one month of the 
start of the next academic half term if it is a holiday period. The Master or Chief Operating 
Officer will also communicate the rationale behind their decision and action. If for any reason it 
is not possible to respond within these timescales, the Master or Chief Operating Officer will 
inform the parent(s) and provide a new timescale. 

If you are not satisfied with the decision, you should proceed to Stage Three of this procedure. 

4.3​ Stage Three (Formal complaint to a panel appointed by the Council)  

If parents remain dissatisfied following Stage Two of this complaints procedure, the next stage is 
to contact the Chair of Governors by writing to the Chief Operating Officer as Clerk to Governors 
as above. The Chief Operating Officer will acknowledge receipt of the complaint within one 
week (in holiday and half term periods, within two weeks) and will inform the Chair of Governors 
that a complaint has been raised.  

Complaints under this stage should be brought within one month of the concern arising or of the 
outcome of Stage Two being communicated if relevant. Any supporting evidence you wish to 
rely on should be provided with your grounds of complaint. 

The Chair of Governors will appoint three members as a panel to review the complaint. Panel 
members will have had no previous direct involvement in the matters detailed in the complaint. 
The Chair of Governors will appoint one member of the panel to act as Chair. One of the three 
panel members shall be independent of the management and the running of the School; in 
accordance with Department for Education guidelines this person will be someone who has held 
a position of responsibility and is used to scrutinising evidence and putting forward balanced 
arguments.  

If the panel deems it necessary, it may request further information about the complaint or any 
related matter to be supplied in advance of the hearing, or it may request that further 
investigation be carried out. 

A hearing will be convened to discuss the complaint as soon as reasonably practicable, taking 
account of term dates, staff availability, and the availability of panel members. The hearing 
arrangements will be reasonable in order to facilitate parents attending, and the hearing may 
therefore take place via video conference or other remote method if appropriate. The parent(s) 
will be entitled to attend the panel hearing and may be accompanied by one other person who 
may be a relative, a teacher or a friend, however, the hearing is not a legal hearing and neither 
party will be permitted to be accompanied by a legal representative.  

The panel will decide whether or not it will be helpful for any witnesses to attend.  

2 ​ Mrs Catrin Mills + 44 (0)1992 706497 c.mills@haileybury.com. 
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The Chief Operating Officer is responsible in their capacity as Clerk to Governors for the 
arrangements for the hearing and will circulate relevant documents in reasonable time before 
the hearing to the panel and both parties.  

The format of the hearing will usually be one of the following: 

●​ All parties present together at the hearing at the same time; or 

●​ Sequential - the parties will attend one after the other, so that a party is not present whilst 
the other makes their submission. 

The panel will consult with the parties to determine the most appropriate option, with the 
objective of ensuring a fair hearing.      

The panel will then withdraw to deliberate and will reach a consensus.  

The panel may depart from the above process if it is considered reasonable in order to ensure a 
fair hearing. 

If possible, the panel will resolve the complaint without the need for further investigation. If 
further investigation is required, the panel will determine how this should be carried out. 

After due consideration of the merits of the complaint and all facts they consider relevant, the 
panel will make findings as to whether or not the Stage Two decision was a reasonable one and 
decide whether to: 

●​ dismiss the complaint(s) in whole or in part; 

●​ uphold the complaint(s) in whole or in part; and 

●​ make recommendations.  

The panel hearing should proceed even if the parent decides not to attend but has not 
withdrawn the complaint. In such cases the panel should consider the parent’s complaint in their 
absence and issue findings based on the information available. The panel should seek to 
accommodate parental availability for dates and consider parental comments concerning panel 
composition, but the Chair of Governors has the final say on the composition of the panel.  

The panel members may, where it is deemed appropriate, be provided with terms of reference 
by the Chief Operating Officer, setting out their remit and the process to be followed. The remit 
of the panel shall be at the discretion of the Chair of Governors. 

The Chief Operating Officer will communicate the panel’s final decision to the parent(s), the 
Chair of Governors and the Master, where possible within two weeks of the hearing (in term 
time, and within two weeks of the start of the next academic half term if it is a holiday period). 
Where the panel requires additional time to consider their decision, or to seek further 
information, the parent(s) will be updated and a new timescale communicated. The decision of 
the panel is final. 

Where possible, within the bounds of confidentiality and privacy, a copy of the panel’s decision 
will be provided to the person complained about. A copy of the findings will be placed on file and 
will be available for inspection by Council members and the Master.  

5.​ Complaints about the Master 

As above, if you have an informal complaint about the Master, it should be referred to the Chief 
Operating Officer who will discuss the matter with the Chair of Governors. The Chair of 
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Governors will determine whether the complaint should be dealt with by him informally, or 
whether the formal procedure above should be followed. 

If you have a formal complaint about the Master, the complaint should be made to the Chair of 
Governors (via the Chief Operating Officer). The Chair of Governors will determine whether the 
complaint should be dealt with by him, following the procedure of Stage Two above, or whether 
it should be referred directly to Stage Three to be heard by a panel.  

6.​ External agencies 

Where the School’s internal procedures have been followed and a parent remains dissatisfied, 
the Independent Schools Inspectorate (ISI) may be contacted. ISI inspects all aspects of 
independent school education and its contact information is as follows: telephone 020 7600 
0100 or email concerns@isi.net. 

If your complaint relates to the way a safeguarding or child protection matter you raised was 
handled and you are concerned that it may constitute a potential failure of our Safeguarding and 
Child Protection Policy, this complaint should be referred to the local safeguarding panel: 
Hertfordshire Safeguarding Children Partnership (HSCP) 
https://www.hertfordshire.gov.uk/services/childrens-social-care/child-protection/hertfordshire-saf
eguarding-children-partnership/hscp.aspx.  

7.​ Persistent complaints 

Where repeated attempts are made by a parent to raise the same complaint after it has been 
considered at all three stages, this can be regarded as vexatious and outside the scope of this 
policy. 

8.​ Complaint record keeping 

The School will keep a confidential, written register of all formal complaints, the stage at which 
they are resolved and any action taken as a result of the complaint, regardless of whether or not 
the complaint is upheld. 

If a complaint is raised via telephone or in person regarding a school-related issue, the member 
of staff receiving the concern must follow the procedure set out under Stage One above. The 
Deputy Master maintains a record of these complaints and reviews them every half term to track 
trends and patterns. The Deputy Master reports on the number of informal complaints, trends 
and patterns to the Education and Safeguarding Committee each term, and annually to Council.  

The register of all formal complaints (i.e. Stages Two and Three) and the stage at which they 
are resolved is kept by the Chief Operating Officer. All correspondence relating to formal 
complaints must be copied to the Chief Operating Officer when received or sent. The Chief 
Operating Officer keeps an electronic file of the correspondence and documents relating to each 
formal complaint, which includes a covering sheet containing summary information. The Master 
or relevant Council member will sign and date the cover sheet to evidence their review of the 
file. These records of formal complaints are available to the Council and the Master to inspect at 
any time. 

Records of complaints will be retained for the periods set out in the School’s Data Retention 
Policy. 

The School processes data in accordance with its Privacy Notice on the School’s website. When 
dealing with complaints, the School (including any panel member appointed under the Stage 
Three process) may process a range of information, which will include the following: 

8 

mailto:concerns@isi.net
https://www.hertfordshire.gov.uk/services/childrens-social-care/child-protection/hertfordshire-safeguarding-children-partnership/hscp.aspx
https://www.hertfordshire.gov.uk/services/childrens-social-care/child-protection/hertfordshire-safeguarding-children-partnership/hscp.aspx


 
●​ date when the issue was raised; 

●​ name of parent; 

●​ name of pupil, year group and House; 

●​ description of the issue; 

●​ records of all the investigations (if appropriate); 

●​ witness statements (if appropriate); 

●​ name and contact details of member(s) of staff handling the issue at each stage; 

●​ copies of all correspondence on the issue (including emails and records of phone 
conversations); 

●​ notes/minutes of the hearing; 

●​ the panel’s written decision and recommendations and any action taken by the School 
regardless of whether the complaint is upheld. 

The above may include ‘special category personal data’ (as further detailed in the School’s 
Privacy Notice, but potentially including, for instance, information relating to physical or mental 
health) where this is necessary owing to the nature of the complaint. This data will be processed 
in accordance with the School’s Privacy Notice. 

The School will keep records of formal complaints and complaints panel hearings, as required 
by regulation. It will do so in accordance with its Privacy Notice.  

The number of formal stage two and three complaints for the preceding academic year should 
be recorded on this policy.  

Haileybury received five formal complaints from parents of current pupils during the academic 
year 2023-24. 

9.​ Monitoring of complaints 

The Senior Leadership Team (SLT) should be kept aware by the Deputy Master and/or Master 
of trends in complaints at any stage.  

The Chair of the Nominations and Governance Committee will review the Complaints Register 
and files prior to each meeting of the Nominations and Governance Committee and report to 
that Committee accordingly. Governors should check that information regarding Stage One 
complaints is being kept and considered by SLT and should be made aware of the trends within 
those Stage One complaints through the academic year. Governors should also be aware of 
any formal complaints (Stages Two and Three) and the detail of such complaints; this 
information should not prejudice any possible future hearings.  
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