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The Gatwick School’s Investigating Officer is:    

    

Mr Mark Roessler    

Head of School    

The Gatwick School    

23 Gatwick Road    

Crawley    

RH10 9TP    

    

Executive Summary of this Policy    

    

There are three steps to this policy:    

    

Step 1 – We aim to deal with the vast majority of complaints informally between complainants and 

staff at the school. The Head of School will be able to facilitate this and in most instances our aim is 

for the complaint to be resolved amicably at this stage.    

    

Step 2 – If it is felt that a more formal complaint is necessary then the complainant must complete a 

complaint in writing to the Investigating Officer – Mr Mark Roessler at the school’s address.    

    

The Investigating Officer will conduct an investigation and will respond to the complainant in 

writing. In most instances this will resolve the matter.    

    

Step 3 – If the complainant is dissatisfied with the process then they may request a Formal Review    

Panel Hearing which will be conducted and carried in accordance and compliance to The Education    

(Independent Schools Standards) Regulations 2014 (the Regulations). The Formal Review Hearing  

Panel will consist of at least three people who are not directly involved in the complaint and one  

member who will be independent of the running of the school.  This will be the final step in the 

process.     
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Introduction    

The Gatwick School aims to carry out its work to high standards to a consistently high quality. We 

recognise that occasionally concerns may arise about some aspects of our work or the conduct of our 

staff. This policy sets out our approach and procedures for handling complaints about The Gatwick 

School’s work.     

Our definition of a complaint is any expression of dissatisfaction about our actions that needs a 

response. We take complaints very seriously and do what we can to resolve the issue. We view them 

as an important way of improving what we do. Complaints tell us about things that worked less well 

and this feedback supports self-evaluation and improvements in the way we work with children and 

their families.     

We will investigate all complaints fairly and effectively and deal with the issues arising from these as 

quickly as possible. Where our work has not met the high standards we set, we will accept and 

acknowledge this and take steps to remedy the situation as quickly as possible.    

This policy applies to the handling of complaints about The Gatwick School’s work.    
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Principles     

All complaints about The Gatwick School will accord with the following principles:    

    Complaints will be handled speedily and with rigour.    

   Complaints will be handled in a fair and even-handed way, treating all parties in similar 

circumstances equitably and respectfully.    

    The investigation of complaints will be thorough and objective.    

   A written response will be provided for all formal complaints considered by The Gatwick 

School.    

   Confidentiality will be respected as far as possible, both for those who complain and those 

who are the subject of a complaint. However, the identity of complainants may be 

revealed to the persons complained about where their response is essential in order for us 

to investigate and respond fully and fairly to the complainant’s concerns.     

   Where appropriate, we will ensure that complaint responses include a suitable apology for 

any aspects upheld, and details of any corrective action or other redress that will be 

undertaken.     

   Our handling of complaints will be monitored and quality assured regularly by the Trust 

Board to ensure it is effective and leads to improvements in the way we work.     

 

Step 1 – Resolving concerns quickly    

We expect that in the first instance all complaints about our work will be raised, wherever possible, 

directly with the individuals concerned as soon as these arise. This provides an opportunity for all 

parties to resolve the matter quickly. If a concern cannot be resolved immediately, the complainant 

should ask to speak with the Head of School to ensure that their concerns are considered and resolved 

promptly.    

If a concern is about a member of staff at The Gatwick School, this should be raised with the Head of 

School as soon as possible. In most cases these concerns can be considered and resolved quickly and 

amicably. However, if a complainant feels unable to raise concerns directly with the Head of School, 

the complainant can request to speak to the Executive Head. Again, we expect that most concerns 

can be resolved before the need for any formal investigations.    

We recognise that from time to time, a complainant may choose to escalate their concerns to Step 2 of 

this policy without following Step 1.  However, we recognise the benefits of resolving concerns at the 

earliest opportunity through dialogue and strongly encourage that such an approach, as set out in Step 

1, is adopted whenever possible before making a formal complaint.    
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Step 2 – Making a formal complaint    

If concerns about a member of The Gatwick School’s staff or other area of our work have not been 
resolved at Step 1, a formal complaint can be raised with The Gatwick School under this complaints 
policy.     

For The Gatwick School to consider a complaint:    

   Unless there are special circumstances, complainants must send their concerns in writing 

to the below addressed to The Investigating Officer – Mr Mark Roessler    

   This assists in the effective handling of complaints and supports complainants to submit 

their concerns clearly and concisely.    

   Complainants must provide a concise account of their concerns, details of any actions 

already taken to resolve these, and what they expect should happen as a result of their 

complaint.    

   Complainants must provide contact details and indicate their availability to enable the 

investigating officer to make contact as part of our complaints investigation process.    

Complaints can be sent in writing to:    

The Investigating Officer (Mr Mark Roessler)    

The Gatwick School     
Gatwick Road    

Crawley    

West Sussex    

RH10 9TP    

    

If the complaint is about The Investigating Officer (Mr Mark Roessler) then please direct the 

complaint to The Executive Headteacher (Mr Paul Reilly) at the above address.    

     

An email response will confirm receipt of all written complaints submitted.     

We would expect most concerns about The Gatwick School to be resolved in discussion with the Head 

of School as set out under Step 1 of the process, prior to the submission of a formal complaint.     

Complaints should be submitted to The Gatwick School within 10 working days of the incident of 

concern. Complaints sent after this period will not normally be considered, as they will be deemed 

‘out of time’. This is to ensure that any concerns can be investigated as soon as possible and acted 

upon promptly.    

The Gatwick School’s complaints process sits outside of other procedures regarding the provision of 

information held by The Gatwick School under the Freedom of Information Act 2000 or Data 

Protection Act 1998.     

As part of all complaint investigations, the investigating officer will contact the complainant by 

telephone to discuss the concerns and to establish if any, or all, aspects can be resolved quickly. 

Wherever possible, we will attempt to resolve complaints through professional dialogue at an early 
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stage of receiving concerns. The investigating officer will confirm to complainants the agreed main 

areas of complaint that will be subject to thorough investigation.    

As part of carrying out the investigation, the investigating officer will consider in detail all the 

information submitted and issues raised by the complainant. No additional documentation received 

after the submission of the complaint will normally be considered.    

Written responses will be provided for all complaints investigated at Step 2. Responses will provide a 

clear conclusion on whether or not the complaint has been upheld and may link together similar 

issues for conciseness and clarity. On occasions, where the evidence is inconclusive because of 

differing opinions that cannot reasonably be resolved through independent corroboration, the 

outcome will be recorded as ‘no decision could be reached’. Where this occurs, the reasons for not 

reaching a conclusion will be clearly explained.     

It should be noted that investigation responses to complainants not directly linked to an incident may 

be limited by the information that can be disclosed to a third party under the Data Protection Act 

1998.    

Where multiple complaints are received about the same incident or issue of concern, The Gatwick 

School may choose to undertake a single investigation covering a similar complaint from different 

individuals. This would lead to a single investigation response which would be communicated to all 

complainants.    

The Gatwick School aims to respond to all complaints as quickly as possible. A written response will 

be sent to the complainant as soon as is practicable and normally within 20 working days of the date 

of receipt. The complaint response will include an explanation of any steps that The Gatwick School 

will take as a result of the investigation.     

    

Step 3 – Requesting a Formal Review Hearing In Front of a Panel    

The Gatwick School will ensure that all complaint investigations follow the agreed 3 step process. 

However, if a complainant is dissatisfied with the way their complaint has been handled, a review of 

the complaint process can be requested in writing. This should be submitted within 15 working days 

of the date of the response to the original complaint.    

The Formal Review Hearing in Front of a Panel will consider whether The Gatwick School’s policy and 

procedures on handling complaints were followed correctly to address the complaint. The Formal 

Review Hearing will be based on available information from the original investigation and is unlikely 

to require further telephone contact with a complainant. No new concerns or evidence will normally 

be considered as part of this review.     

The Formal Review Hearing Panel will be carried in accordance and compliance to The Education    

(Independent Schools Standards) Regulations 2014 (the Regulations). The Formal Review Hearing 

Panel will consist of at least three people who are not directly involved in the complaint and one 

member will be independent of the running of the school.     

Based on available evidence, the reviewing officer will come to a final view on whether or not the 

original complaint was investigated fairly and properly in line with our published policy. The Gatwick 



    

Page 6  

School will provide a written response as soon as is practicable and normally within 20 working days 

of the receipt of a request for an internal review.    

This is the final step within The Gatwick School’s internal complaints handling procedure. Following 

the completion of an internal review, further investigations will not be conducted into 

correspondence that may subsequently be submitted on any aspect of a complaint.      

    

    

Complaints feedback    

The Gatwick School takes complaints very seriously and endeavours to handle concerns objectively, 

fairly and efficiently. Complainants are invited to provide feedback on how their concerns were 

handled in written format or via email. Feedback will be used to improve our complaints handling 

process and improve the quality of our investigations and responses where appropriate. Such 

feedback will be monitored by the Trust Board.    

    

   


