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1.​ Introduction 

1.
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Parents can be assured that all concerns and complaints will be trea

https://www.haileybury.com/policies-publications/
https://portal.haileybury.com/login
mailto:file@haileybury.com


 

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



 
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 ap⠒倀

 

mailto:c.mills@haileybury.com




 
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 

th

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 
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Version history 
Date Reviewed by Notes 
March 2018 SLT  
January 2018 SLT Reviewed 
June 2019 SLT Reviewed 
June 2020 SLT Reviewed 
September 2020 SLT Updated 
November 2021 SLT Policy updated (Complaints Record Keeping 

Policy incorporated into this policy) 
September 2022 SLT Minor updates 
October 2023 SLT Reviewed and updated 
November 2023 Governors’ Nominations 

and Governance Committee 
Reviewed 

September 2024 SLT Minor updates 
September 2024 Governors’ Education and 

Safeguarding Committee 
Reviewed 

November 2024 Nominations and 
Governance Committee 

Reviewed and updated. 
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