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Moffats School of English 
Complaints Policy 

 
Children 
 
Children who have a complaint about the way they are treated in school may 
talk to: 

• Another student 

• Any member of staff, including the Course Director. If they wish to 
bring a friend in support they are welcome to do so. 

• Their parents, who may instigate the appeals procedure given below if 
appropriate. 

• Childline 
Children will not be penalised for making a complaint in good faith. 
 
 
Parents and Staff 
 
Parents and staff are encouraged always to speak to the Course Director 
direct with any comment, query or complaint.  For many decades this has 
engendered an excellent relationship by means of straightforward person-to-
person dealings.  
 
 
Parents 
 
Parents who have a complaint or concern may follow this procedure: 
 
1a) Initially, an informal conversation to express concerns and discuss 
them with either the Course Director or such other member of staff as is 
available on the telephone.  
1b) An arranged discussion with the appropriate senior member of staff 
can be made within two working days of the matter being raised. 
 
2.  If the matter has not been resolved satisfactorily at the first stage, a 
formal complaint should be made in writing with a request for a written 
response, which will be provided by the Course Director within three working 
days after discussion with the student and any others involved. 
 
3.  If a satisfactory solution is not arrived at by this means, the matter will 
be referred to the Chairman of the Directors, who will investigate the 
complaint thoroughly and present a written report of his conclusions to the 
parent within five days. 
  
Parents of a child being excluded from the school should follow the above 
procedure if they wish to appeal against the decision. 
 
NB A matter such as a disagreement over academic or bedroom grouping will 
not be considered a complaint and will be answered by the appropriate 
member of staff. 



2 
 

Reviewed May 2019 

 
 
Staff 
 
Members of the school staff who have a complaint about the way they or 
anyone about whom they have a concern are treated by any party within the 
school, whether management, other staff, parents or children, should follow 
these procedures: 
 

• Speak to the Course Director or to such other member of the 
Management Team as may be appropriate. 

• Consult and follow the school’s Whistle-Blowing Policy. 

• If the complaint is not dealt with satisfactorily by discussion a formal 
complaint may be made in writing, and a panel hearing can be 
arranged along similar lines to that detailed in the parental complaints 
procedure if that is required.  

 
 
Outside Agencies 
 
Any member of staff who has a concern about the welfare of any child or 
children must put the children's interests first and refer the matter to Social 
Services if that is the appropriate course of action (see Safeguarding and 
Child Protection policy and procedures).  
 
 
General 
 
A written record is kept by the school of all concerns and complaints received, 
and the process leading to a resolution of these complaints, including results 
of a panel hearing convened under the procedures given above and any 
action taken after a complaint has been received.  
 


