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SHARING CONCERNS 
As part of the triangular relationship, we maintain at Parkgate House School between pupils, 
parents and staff, we welcome suggestions and comments from all three groups. It is heartening to 
hear, from time to time, that our school is measuring up to, or even exceeding, parental 
expectations but it is also inevitable, despite everyone’s best efforts, that sometimes things will go 
wrong. When this happens, it is important that we are informed, so that we have a chance to put a 
situation right. This can be done by contacting the appropriate member of staff listed below or 
indeed any member of staff. Any complaint or query will be treated seriously and will be responded 
to. We hope that most will be resolved quickly and informally. 
 
The aim of this policy is to ensure that: 
 

• Parents know how best to make their views known and to whom 
• Complaints are dealt with promptly, courteously and efficiently 
• It is clearly understood that any dissatisfaction or anxiety is taken seriously 
• Action is taken where appropriate 

 

How? 
You can make an appointment to see any member of staff through the school office. A message can 
also be left asking a member of staff to phone you. You may prefer to write a letter or to e-mail via: 
office@parkgate-school.co.uk 
 
 

Who? 
Concerns about work and academic matters should be raised in the first instance with Form 
Teachers. In the Pre-Prep and Prep departments, writing a message in Homework Diaries is often a 
convenient way of establishing a dialogue. A Form Teacher may involve a Head of Department if 
appropriate. 
 
Pastoral and disciplinary concerns should go to Heads of Department:  
 
Head of Prep – Mrs Elizabeth Lyon 
Head of Early Years & Pre-Prep – Mrs Lara Smiles 
Deputy Head – Miss Claire Morgan 
 
Other useful contacts: 
 
Health & Safety – Mariana Olveira 
School Secretary – Sarah Stimpson 
 

WHAT WILL HAPPEN? 
We may be able to resolve problems raised face-to-face or by telephone immediately and 
informally, or it may be that further investigation is needed. In the latter case you will be given a 
date by which we shall contact you again. 
 
It may be appropriate at this stage to ask you to come into school for a meeting. Experience 
suggests that many situations are far better dealt with in person than at a distance. 
 

mailto:office@parkgate-school.co.uk


 
 
 

4 
 

1. In the case of a more formal complaint the member of staff concerned will make a written 
record of all concerns and complaints and the date on which they were received. If for any 
reason you are not satisfied with the outcome of your communication with a member of 
staff, you should contact the School Secretary. Should the matter not be resolved within ten 
working days, or if the teacher and parent fail to reach a satisfactory resolution, parents may 
proceed by: 

2. Writing to the Headmaster, Mr. Malcolm Mckinlay. In most cases he will wish to gather 
information and then meet with or speak to the parents concerned to discuss the matter, 
within ten working days of receiving their letter. It may be necessary for further investigation 
to take place and the Headmaster will keep written records of all related meetings and 
interviews. 

3. Once the Headmaster is satisfied that, as far as is practicable, all the relevant facts have 
been established, he will make a decision and inform parents in writing, giving reasons for 
his decision. 

 

CONFIDENTIALITY AND SECURITY  
Apart from the obvious need to discuss issues with those directly concerned, your complaint will be 
treated confidentially. Correspondence, statements and records will be kept confidential except in 
so far as is required by the school by paragraph 6(2) (j) of the Education (Independent Schools 
Standards) Regulations 2003; where disclosure is required in the course of the school’s inspection; 
or where any other legal obligation prevails. 
 
You should be absolutely clear that no complaint or issue raised with the school will ever impact 
adversely on any child and that we would take very seriously any breach of this principle. 
 
In fairness to members of staff, only identified complaints will be pursued. Anonymous criticism will 
be disregarded except in the most exceptional circumstances. 

 

OUTCOME 
We hope that by following this procedure you will arrive at a satisfactory outcome, or at the least 
you will feel that your concerns have been fully and fairly considered. Whilst we shall do our best to 
accommodate your point of view, there may well be reasons why, for example, we are unable to 
make changes to our working practices. We recognise and acknowledge your entitlement to 
complain and we hope to work with you in the best interests of all those in our care. 
 
If, however, you are still not satisfied, the Headmaster will offer to refer the matter to a Complaints 
Panel. The Panel will consist of at least three people not directly involved in the matter of the 
complaint, appointed by the Headmaster, one of whom will be independent of the management 
and running of the school. The Panel will acknowledge the complaint and schedule a hearing to take 
place as soon as possible and normally within fifteen working days.  
 
The Panel may, if it is felt necessary, ask for further particulars of the complaint or any related matter 
in advance of the hearing from any of the parties. Copies of such particulars will be given to 
everyone no later than two working days prior to the hearing.  
 
Parents may bring one other person to the hearing. This may be a relative, teacher or friend. Legal 
representation will not normally be appropriate. 
 
If possible, the Panel will resolve the complaint immediately without the need for further 
investigation. Where further investigation is required, the Panel will decide how it should be carried 
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out. After due consideration of all facts, they consider relevant, the Panel will reach a decision and 
may make recommendations, which it shall complete within 2 days of the hearing. The Panel will 
write to the parents informing them of its decision and the reasons for it. The decision of the Panel 
will be final. The Panel’s findings and recommendations (if any) will be sent in writing to the parents, 
the Headmaster and Principal, the Panel and, where relevant, the person complained of. 
 

EQUALITY STATEMENT 
We have carefully considered and analysed the impact of this policy on equality and the possible 
implications for persons with protected characteristics, as part of our commitment to meet the 
Public Sector Equality Duty (PSED) requirement to have due regard to the need to eliminate 
discrimination, advance equality of opportunity and foster good relations. 
 
 
 
 

Policy Reviewer: 
 

Office Manager 

Date of Policy Review: 
 

February 2025 

Next Date of Policy Review: 
 

February 2026 
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