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Concerns & Complaints Policy 
 

(Last Reviewed February 2024, last Updated February 2024) 
 

 

• 

• 

 

Who is this policy for?

• 

• 

• 

• 

• 
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1. General Principles: 

2.  Principles in practice 
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3. Procedures for Raising Concerns 

• 

• 

• 
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Stage 1: Informal Concerns 
 

Informal concerns Flowchart: 
 

             

 

                                    

 

 

             

                                                                                                            

 

                           

 

                                           

 

 

 

 

                                           

                                                                 

  

 

  

                                           

 

 

 

  

 

                                                                                                                            

 

                                                                                                             

 

 

                                                                                                             

                                                               

                                            

                                             

              

 

                                                 

 

                                          

                                           

 

                                       

 

 

Issue not 

resolved 

You have a concern about 

something to do with the 

life of the School 

You feel unable to 

speak directly to 

the staff member 

responsible, or are 

unsure how to 

proceed 

Ask to speak to the responsible 

staff member at a suitable time 

convenient for both of you 

 

Issue resolved 

Contact the School 

Administrator who 

can arrange an 

informal concern 

meeting with the 

member of staff 

responsible 

Submit your concern in 

writing to the School 

Management Team 

Issue Resolved 

Resolved 

Issue not 

resolved 

The matter cannot be resolved informally & 

you now wish to register a formal 

complaint 
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Stage 2: Formal Complaint 

 

 

Formal Complaints Flowchart 
 

                               

 

 

                                                                          

 

 

                                        

 

 

 

                                                                        

 

 

 

                                  

 

 

 

 

 

                                                                                                        

 

                             

                                                                                                

                                                                                                

 

 

 

 

 

 

 

                               

                               

 

 

 

 

 

 

 

The matter cannot be resolved informally & now 

you wish to register a formal complaint 

Write to the Board of Trustees. Your 

letter will be acknowledged within 5 

working days. 

Trustees carry out an investigation & a 

Complaints Meeting of the relevant staff. 

Investigation completed & verbal and written 

response issued by the nominated 

administration person, normally within 3 

weeks.*  

The report & 

recommendations 

are satisfactory 

The report & 

recommendations 

are not satisfactory 

You write to the Board of Trustees to call for a Review 

Hearing (panel) to adjudicate on your appeal. The panel 

formed and the Trustees contact you to inform you of the 

process. The panel takes place (see Stage 3) and the final 

adjudication issued.  
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Stage 3: Review by Complaints Panel 
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Other Routes of Complaint 

• 

• 

• 

• 

• 

• 

 
 

Issue date 

This policy was originally approved and came into effect from July 2015, and was last revised 
in January 2024. 

Review date 

This policy will be reviewed and revised by The School Management Team and Trustees, in 
consultation with staff members at least every two years. 

Endorsement 

Full endorsement to this policy is given by: 
 

Name:        Brigid Bowen 

 

Position:  Chair of Trustees, Cardiff Steiner School 

 

mailto:enquiries@estyn.gov.wales
mailto:CIW@gov.wales
http://www.careinspectorate.wales/contact-us/raise-concern
http://www.careinspectorate.wales/contact-us/get-in-touch
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Signed:  

 
Date:   22 February 2024 

 

 

Related policies 

This policy should be cross-referenced to related School policies including: 
 

• Grievance Policy 

• Capability and Disciplinary Policies 

• Whistleblowing Policy 

• Unacceptable Actions by Complainants Policy 

• Child Protection Policy and Procedures


