Appendix 2
Stage 2  Draft - Complaint Response letter from Head Teacher / Chair of Governors (if the complaint is about the Head Teacher)
Dear **salutation**
**Complaint**
Thank you for your [e-mail / letter / telephone call etc] of **date**. [I understand that the above matter was discussed with **whom** on **date**, however I understand that you do not consider the matter to be resolved.  Therefore,] I have investigated the matter in line with the Schools Complaints Policy, a copy of which I have enclosed for your information.

I understand your concerns to be that **details of complaint/list complaints**
In order to investigate this matter, I have [describe the actions you have taken/**will take to investigate any complaint and identify the sources of your information].
[**If the complaint will take a little time to investigate explain this and provide a date when you will be able to provide a response**]
[if you have completed your investigation and can respond, confirm the outcome of your investigations, and respond to each concern raised in full. If the complaint, or any aspect of it, is upheld detail the remedial action that will be taken i.e apologise, improve procedures, staff training etc…, if the complaint is not upheld confirm the reasons for this decision].

I trust this answers your concerns but please do not hesitate to contact me should anything remain unclear.  
Should you remain dissatisfied in relation to the concerns you raised or the way in which I have responded, please note that you can take the matter to the Governing Body by writing to the [Vice] Chair of Governors in the first instance c/o the School within **??** days of receiving this letter detailing the reasons why you wish to take your complaint further.  The Governing Body will then convene a Complaints Committee to look at the way in which your complaint has been dealt with and invite you to attend a meeting to consider the complaint further, after which you will be informed of the outcome in writing.  

Yours
	Reviewed August 20141
	



