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The paper sets out the actions that Plymouth City Council (LA) will take when receiving a 
complaint made against a school. It aims to be transparent in the LA’s responses to ensure a 
consistent approach while respecting schools’ autonomy and their own complaint 
procedures. 
 
Complaints from Ofsted 
Academy and maintained schools 
 

 An officer from the Education, Participation & Skills team will contact the headteacher 
to inform them that a complaint has been received and to share key aspects of the 
complaint. 

 The headteacher will be asked to investigate and gather evidence in response. 
 The headteacher and LA officer will meet to discuss and the LA officer will draft a 

summary report.   
 Plymouth City Council will respond to Ofsted with information outlined in the report. 

 
Occasion the local authority may also be required to investigate complaints relating to 
statutory duties from other regulatory bodies, for example, DfE and ESFA.  In these 
instances the above process will be followed.  
 
Complaints from families and/or members of the public: 

Maintained schools 

 Where a complaint is received by the Council, the complainant is advised to use the 
school’s complaints procedure if they have not already done so. (Should a complaint 
give consent for the LA to forward the complaint to school, we will do so without 
delay.) 

 Where the complainant has used all stages of the school’s complaints procedure: 
o An officer from the Education, Participation & Skills team will contact the 

headteacher to inform them that a complaint has been received and to share 
key aspects of the complaint. 

o The headteacher will be asked to investigate and gather evidence in response. 
o The headteacher and LA officer will meet to discuss and the LA officer will 

draft a summary report.   
o The Council will respond to the complainant and this will be shared with the 

school’s Headteacher.   

Academy schools 

 Where a complaint is received about an academy school, the complainant will be 
advised to use the academy and the Trust’s complaints procedure. (Should a 
complaint give consent for the LA to forward the complaint to school, we will do so 
without delay.) 

 Where a complaint has already been through the school and Trust’s systems and has 
not been resolved, the LA officer will follow the process outlined above. Officers will 
follow the concern process outlined in the ‘Every Child Attends a Good School’ service 
document. 
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Enquiries from MPs and Councillors 

On occasion, constituents approach their MP or local councillor with a concern about a 
Plymouth school. These complaints will be dealt with following the process outlined above 
relating to complaints from families and members of the public.   

In addition, the Council will make a response to the MP or Councillor confirming the next 
step for the complainant.  This will be shared with the school’s Headteacher.  
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


