
 
COMPLAINTS POLICY AND PROCEDURE 

FIRTH PRIMARY PARENT COUNCIL 
 

Introduction 

Firth Parent Council recognises and welcomes parent and carers rights to raise concerns, 
give feedback, ask questions or raise a formal complaint. Questions, feedback, and complaints 
are an important part of ensuring accountability, representation and being responsive to the 
Parent Forum (Friends of Firth School (FOFS)). As a group, we aim to create an open and 
approachable culture where parents and carers feel comfortable asking questions, giving 
feedback and raising concerns early. 

We, Firth Parent Council will do our best as volunteers, whilst also recognising that everyone 
is learning, and therefore, feedback is appreciated as an opportunity to continue to reflect, 
grow and learn. 

This Complaints Procedure sets out the process for making a complaint about conduct, 
services or information provided by Firth Parent Council. It includes a procedure, record form 
and flowchart with information on record keeping.  We will have a designated person who will 
handle complaints; this will be the Chair in most circumstances. The designated person is 
responsible for keeping a secure record of complaints. Remember, complaints or concerns 
about the school should be handled by the school or the local authority and parents should 
be directed to school and/or local authority complaints procedures. 

 

Stage One  

Informal Complaints 

It is expected that most complaints will be resolved by the designated person who has the 
conversation/takes the call/responds to the email. It is important to strive to have open 
communication and clear, honest dialogue at this stage.  

Once received, the informal complaint should be noted and progress reported at the Parent 
Council & FOFS meetings, maintaining confidentiality and protecting individuals’ rights to 
fairness, privacy and data protection. 

Appropriate action/resolution of the issue will be discussed and agreed with the person 
making the complaint (complainant) and the designated person and then it will be carried out. 

A meeting with the designated person can be offered, along with at least one other 
committee member where appropriate, with the complainant invited to bring someone to 
support them if they wish. 

 

 



The complainant will be informed of the action taken to resolve the informal complaint within 
20 School days (this time scale does not include school closures such as holidays, bank 
holidays and in-service days). If they are dissatisfied with the outcome, they should be invited 
to make a formal complaint (which must be in writing and must state that it is a formal 
complaint). 

If the complaint is about the actions of the designated person, this should be handled by 
another member of the Parent Council Committee as appropriate, bearing in mind that people 
should not investigate a complaint about themselves. 

If the complainant is not satisfied, they should submit a formal complaint (see Stage Two 
below). 

 

Stage Two 

Formal Complaints 

1. Provide copy of Complaints Procedure 

If a parent/carer wishes to make a formal complaint, they will be given a copy of this 
Complaints Procedure and asked to put the complaint in writing via the school, by email 
(admin.firth@glow.orkneyschools.org.uk) or letter, for the attention of The Chair of Firth Primary 
Parent Council. The complaint should state that it is a formal complaint. Once received, the 
formal complaint should be noted and progress reported at the Parent Council & FOFS 
meetings, maintaining confidentiality and protecting individuals’ rights to fairness, privacy and 
data protection. 

2. Acknowledge complaint 

The complaint will be acknowledged in writing by the designated person within 10 School 
days of receipt (this time scale does not include school closures such as holidays, bank 
holidays and in-service days). 

3. Investigate complaint 

The designated person will then fully investigate the complaint and ask for perspectives from 
all those concerned.  This information will be held securely; notes will be agreed as accurate 
by all parties and confidentiality will be maintained at all times. 

The designated person will then report to a Sub-Committee, of a minimum of 3 Parent Council 
committee members who are available at the time (maintaining confidentiality and protecting 
individuals’ rights to fairness, privacy and data protection), who will consider the complaint and 
reach a decision on the complaint. 

A written response will be given to the complainant within 30 School days of 
acknowledgement of written complaint (this time scale does not include school closures such 
as holidays, bank holidays and in-service days). At this stage, the complainant will be advised 
of the decision by the sub-committee and of the next stage of the procedure. If the 
complainant is not satisfied with the decision, the next stage is to proceed to mediation.  

4. Mediation 

If the complainant is not satisfied with the decision of the Parent Council Sub-Committee, they 
may ask the Chair/designated person to refer the decision to an external third party.   The 
request for this referral should be acknowledged in writing by the designated person within 10 
School days of receipt (this time scale does not include school closures such as holidays, bank 
holidays and in-service days). 



The external third party will be chosen and appointed by the Parent Council Committee who 
will select an individual with relevant experience.  The external third party has no legal powers 
but can help to clarify the situation and suggest further ways to resolve the problem.   The 
external third party will hold a maximum of one meeting unless all parties involved agree that 
further meetings would be beneficial.  This external third party might be the head teacher, a 
delegated member of the senior management team, a local authority representative, Connect 
Scotland representative or other suitable person. The complainant can bring a supporter to 
the meeting if they wish to. Notes should be taken and agreed by all parties as accurate.  

5. Appeal 

If the complainant is still dissatisfied with the decision, and mediation has not resolved the 
issue, they may ask the full Parent Council Committee to review the decision at a closed 
committee meeting (maintaining confidentiality and protecting individuals’ rights to fairness, 
privacy and data protection). This decision will be final. 

 

Record Keeping 

At all stages of the formal/informal Complaints Procedure, a written record will be kept. All 
personal information will be kept confidential and secure (only hard copies printed and locked 
away securely in the school office, original communications destroyed securely), and only 
authorised members of the Parent Council Committee will have access to the record.  

 

A record of formal complaints will be kept which will detail: 

蠷the date and form of complaint (i.e. oral or written, informal or formal) 

蠷the name of the person making the complaint 

蠷a brief description of the nature of the complaint 

蠷a note of any action taken as a result of the complaint and the date when taken. 

All formal complaints will be recorded and remain on file for a period of not less than two 
years. All Parent Council Committee members will have a working knowledge of this 
Complaints Procedure. It will be shared and made available to the Parent Forum too and 
others with whom the parent group works (community partners, the school/nursery etc). 

 

 

 

 

 
 



COMPLAINTS PROCEDURE FLOWCHART 
A Stage one informal complaint may be made in person, by phone, by email or in writing. Most 
complaints can be resolved at Stage one. If this is not possible, then move to Stage two. 
Please refer to the Complaints Procedure. A Stage two complaint must be made in writing/by 
email to the designated person.  Complainants can go straight to Stage two. 
 
 

 

 

 

 

 

 

 

 



FIRTH PRIMARY PARENT COUNCIL 
COMPLAINTS RECORD FORM (confidential) 

 
Date of complaint :Click or tap here to enter text. 

Person to whom complaint 
made 

:Click or tap here to enter text. 

Type of complaint  Delete as appropriate 
 
Informal/Formal   Oral/Written 

Name of person making 
formal complaint 

:Click or tap here to enter text. 

Contact details of person 
making formal complaint  

:Click or tap here to enter text. 

Brief description of nature of 
complaint 

:Click or tap here to enter text. 

Note of any actions taken as 
a result, with dates and by 
whom the action was taken 

:Click or tap here to enter text. 

Signed :Click or tap here to enter text. 

Role :Click or tap here to enter text. 

 

This procedure was compiled from a template available from Connect Scotland.  Other 
resources and guidance for Parents/Carers and Parent Councils are available on the 
Connect Scotland website www.connect.scot 

September 2026 

(review of procedure due 
September 2030) 

     

 

 


