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LMI College is a special place. We are a modern, 
independent school for students in the heart of 
one of the world’s largest cities. We have a proud 
history, but it is not only our past that defines us. 
We are far-sighted and responsive to the world 
around us. That’s why our strategic vision focuses 
on helping our students to be kind to themselves 
and to others, to be aware of their place in their 
communities and in the world, and to be prepared 
for the society they will one day form.

It is a great privilege for me to be the Director of 
LMI College. The Board and I are absolutely com-
mitted to delivering this Strategic Vision to the 
year 2030 and beyond. It is an important state-
ment of who we are and who we want to be. It will 
help us continue to educate and nurture students 
from all walks of life to become good young peo-
ple, ready to change society for the better.

Javier García, LMI Director.
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1.
This Complaints policy and procedure for pupils and parents (‘Complaints procedure’) is 
for the benefit of pupils, and parents of pupils, at LMI College (‘the School’). This policy 
and procedure will be relied upon in respect of all complaints by parents and pupils made 
against the School except in respect of:
 a) child protection allegations where a separate policy and procedure applies;
 b) expulsions (including required removals) where a separate policy and 
 procedure applies;
 c) appeals relating to internal assessment decisions for external qualifications 
 where a separate appeals procedure applies.

2.
Complaints made by members of the public (who are not pupils or parents of pupils) about 
the School will normally be dealt with under LMI College’s Complaints Procedure, though 
this procedure may be followed at the discretion of the School.

3.
The School expects that most concerns can be resolved informally, and it will use its best 
endeavours to resolve any complaints that are made or any concerns that are raised on 
that basis. If informal procedures fail to resolve the issue, a formal complaint about any 
matter not relating to the exceptions above must be stated courteously in writing to the 
Head and will then be dealt with under this policy and procedure. Every complaint shall 
receive fair and proper consideration and a timely response.

4.
This policy and procedure is available on request to pupils and parents of pupils and pros-
pective pupils of the School (although parents of prospective pupils are not entitled to 
use the policy and procedure) and is published on the School’s website. While pupils may 
themselves raise concerns and complaints under this policy and procedure, the School will 
generally involve parents should this occur.

5.
This policy and procedure in no way overrides the right of the School to act in accordance 
with the School’s Terms and Conditions agreed by parents upon enrolment of their child 
as a pupil in the School, although parents are not prevented from raising concerns or com-
plaints in accordance with this policy and procedure where they are of the reasonable view 
that the School has not acted in accordance with the School’s Terms and Conditions.

6.
Parents can be assured that all complaints and expressions of concern6, whether raised 
informally or formally, will be treated seriously.





Complaints Procedure Stage One: Informal Resolution
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It is hoped that most concerns and complaints will be resolved quickly and informally.

If parents have a complaint, they should normally contact their son’s Form Tutor in the 
first instance. The receipt of a complaint will be acknowledged by the recipient, normally 
within twenty-four (24) hours during term time or as soon as reasonably possible during 
the School holidays. In many cases, the matter will be resolved to the parents’ satisfaction 
straightaway by this means. If the Form Tutor cannot resolve the matter alone, it may be 
necessary for them to consult with the Director or an Educational Engineering

The Form Tutor will make a record on the pupil’s file of all concerns and complaints and 
the date on which they were received. These records will be kept for one (1) year after the 
pupil leaves the School.

The School will use its reasonable endeavours to resolve any informal concerns of comp-
laints within five (5) term-time days of them being raised, except where they are raised in 
school holidays, or within two (2) term-time days of the commencement of those holidays, 
where the School will use its reasonable endeavours to resolve them as soon as possible 
after commencement of the new school term (usually within five (5) term-time days).

Should the matter not be resolved as referred to above, or in the event that the Form Tu-
tor and the parents fail to reach a satisfactory resolution, then parents will be advised to 
proceed with their complaint in accordance with Stage Two (Formal Resolution) of this 
procedure.
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If the concern or complaint cannot be resolved on an informal basis, as set out in Stage 
One (Informal Resolution) of this procedure, then parents should put their complaint in 
writing to the Head within five (5) term-time days of the date of the School’s decision made 
in Stage One; this complaint should be expressed clearly and courteously. The receipt of 
a complaint will be acknowledged by the Head, normally within twenty-four (24) hours 
during term time or as soon as reasonably possible during the School holidays. Parents 
should also identify how they wish their complaint to be resolved – the School may contact 
parents to clarify this before proceeding further

The Head will decide, after considering the complaint, the appropriate course of action to 
take. This may include delegating the consideration (and, as relevant, further investigation) 
of the complaint to another senior member of staff not so far involved with the complaint 
(“the Delegated Person”).

In many cases, the Head or the Delegated Person will speak to or meet with the parents 
concerned to discuss the matter. When required, the Head or the Delegated Person will use 
reasonable endeavours to speak to or meet with the parents within five (5) term-time days 
of the formal complaint being received, except where the complaint is received in school 
holidays or within two (2) term-time days prior to the commencement of those holidays, 
where the Head or Delegated Person will use reasonable endeavours to speak or meet 
with parents as soon as possible after the commencement of the subsequent school term 
(usually within five (5) term-time days).

If possible, a resolution will be reached at this stage.

Where further investigation is necessary, this will begin as soon as possible. This can inclu-
de interviews with staff, pupils or other relevant people. If the investigation uncovers any 
concerns relating to safeguarding, then these will be investigated in accordance with the 
School’s safeguarding policies and procedures. The Head (or Delegated Person) may work 
with other members of the SMT, or with Heads of Department or Heads of Year, as appro-
priate, in investigating the complaint.

The Head or Delegated Person will keep a written record of all meetings and interviews 
held in relation to the complaint.

Once the Head or Delegated Person is satisfied that, so far as is practicable, all of the rele-
vant facts have been established, a decision will be made. Parents will be informed of this 
decision in writing, giving reasons for the decision. The written decision should, where pos-
sible, be provided no later than five (5) term-time days after the Head (or Delegated Person) 
speaking to, or meeting with, parents to discuss the matter (in accordance with paragraph 
3.3 above), unless it is not reasonably practicable to complete any further investigations 
and make the decision within this timeframe, in which case parents will be notified, and a 
revised timeframe provided. The Head or Delegated Person may also arrange to meet with 
parents to explain the decision.
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5

The School will keep a written record of all formal complaints, including records of mee-
tings and interviews held in relation to the complaint, and the School’s decision. These 
records will be kept for one (1) year after the pupil leaves the School.

Where parents are not satisfied with the School’s response to their complaint under Stage 
Two (Formal Resolution) of this procedure, they have the opportunity to have their com-
plaint considered by an independent Complaints Panel in accordance with Stage Three 
(Panel Hearing) of this procedure.

If parents seek to invoke Stage Three (Panel Hearing) following failure to reach an earlier 
resolution and where not satisfied with the Head’s decision in response to their complaint 
under Stage Two (Formal Resolution) of this procedure, the parents may request that their 
complaint be further considered by an independent Complaints Panel (‘the Panel’) set up 
for this purpose.

This request for further assessment of the complaint will, for the purposes of this Procedu-
re, be known as an ‘appeal’.

Parents must lodge their appeal in writing, addressed to the Chair of Governors c/o the 
School, within ten (10) term-time days of the date of the School’s decision made in accor-
dance with Stage Two (Formal Resolution) of this procedure. The receipt of a complaint 
will be acknowledged by the recipient, normally within twenty four (24) hours during term 
time and as soon as reasonably possible during the school holidays. The parents should 
provide full details of their complaint(s) made against the School and which they believe 
to have been resolved unsatisfactorily by Stage Two (Formal Resolution) of this Complaints 
procedure, along with the remedies sought in respect of each. The Panel is only obliged to 
consider the complaint(s) lodged in this ‘initial submission’ although they may use their 
discretion to consider other relevant and related matters that may subsequently arise.

When the School receives an appeal, the School will, within two (2) business days, refer 
the matter to the Board of Directors, which will act as the Secretary of the Panel. When the 
School receives the appeal during the school holiday or within two (2) school days prior 
to the beginning of that holiday, the School shall refer the matter to the Board of Directors 
within two (2) school days after the beginning of the school term.





The Clerk provides an independent source of advice on procedure for all parties.

Once an appeal has been received by the Clerk, the Clerk will acknowledge the appeal in 
writing within two (2) term-time days, and inform the parents of the steps involved in this 
Complaints Procedure.

The Clerk will then make provision for a hearing before an independent Panel, appointed 
by or on behalf of the Board of Governors, to consider the matter as soon as possible, 
normally no later than twenty (20) term-time days, after receipt by the School of parents’ 
written notice that they wish to invoke Stage Three (Panel Hearing) of this procedure, de-
pendent upon the availability of the Panel members.

The independent Complaints Panel will consist of at least three people who were not di-
rectly involved in the matters detailed in the complaint, including two governors from the 
School’s Board of Governors and one person independent of the management and run-
ning of the School. The process used for selecting an independent person will conform to 
relevant guidance issued by the Department for Education:

“Our general view is that people who have held a position of responsibility and are used to 
scrutinising evidence and putting forward balanced arguments would be suitable. Examples 
of persons likely to be suitable are serving or retired business people, civil servants, heads or 
senior members of staff at other schools, people with a legal background and retired mem-
bers of the Police Force might be considered.”

A hearing should take place unless the parent later indicates that they are now satisfied 
and do not wish to proceed further. The hearing should, therefore, proceed not withstan-
ding that the parent may subsequently decide not to attend. If necessary, the panel should 
consider the parent’s complaint in their absence and issue findings on the substance of the 
complaint, thereby bringing the matter to a conclusion. The requirement for the panel to 
proceed does not prevent the School from accommodating parental availability for dates 
or considering comments concerning panel composition.

The following are entitled to attend a hearing, submit written representations and address 
the Panel:
 a) The parent(s) (and, if aged 16 or over, the pupil), who may be accompanied by  
 one other person, usually a friend or relative;
 b) The Head, who may be accompanied by the Delegated Person (if relevant) or  
 another colleague; and
 c) Any other interested person whom the Panel considers to have a reasonable 
 and just interest in the appeal and whose contribution would assist the Panel 
 in their decision-making.

Legal representation will not normally be appropriate.

Evidence will be initially sent to the Clerk, who will then circulate the documentation to all 
parties, including the Panel members, along with an order of proceedings. All written evi-
dence must be received by the Clerk no later than ten (10) term-time days in advance of the 
hearing. The Clerk will distribute the written evidence to the relevant parties no later than 
five (5) term-time days in advance of the Panel hearing.
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It is for the Panel to decide how to conduct the proceedings of the appeal, which should 
be reasonably informal so that all parties can present their case effectively. If possible, the 
Panel will resolve the parents’ complaint(s) immediately without the need for further in-
vestigation. Where further investigation is required, the Panel will decide how it should be 
carried out.

After due consideration of all the facts they consider relevant, the Panel will reach a deci-
sion as to whether to uphold or reject the complaint, and may make recommendations, 
which it shall complete within five (5) term-time days of the hearing. The decision reached 
by the Panel is final, although any recommendations which may have financial implica-
tions for the School may be subject to formal approval from the relevant authorities (e.g. 
the Board of Governors).

The Panel’s findings and any recommendations will be sent by the Clerk in writing to the 
parents (the complainant), the Head, the Governors and, where relevant, the person com-
plained about. The letter will state any reasons for the decision reached and recommenda-
tions made by the Panel. These findings and recommendations will be sent by electronic 
mail or otherwise, within five (5) term-time days of the Panel reaching its decision. Details 
of the findings and recommendations will be retained in School as described in the Provi-
sion of Information section.

The School will keep a written record of all complaints that are made under Stage Two 
(Formal Resolution) and Stage Three (Panel Hearing) of this procedure, with details of:

 a) Whether they are resolved following a formal procedure (at Stage Two of this  
 procedure), or proceed to a Panel Hearing (Stage Three); and
 b) Action taken by the School as a result of these complaints, including decisions  
 and recommendations of the Panel, regardless of whether the complaint(s) are  
 upheld.

This record, including details of the findings and recommendations, will be made available 
for inspection on the school’s premises by the Head and Governors. This record will be 
retained for one (1) year after the pupil leaves the School.

All correspondence, statements and records relating to individual complaints will be kept 
confidential (except where the Secretary of State or a body conducting an inspection under 
section 109 of the Education and Skills Act 2008 requests access to them).

Information regarding the number of complaints made under Stage Two (Formal Resolu-
tion) or Stage Three (Panel Hearing) of this procedure may be requested from the Head’s 
EA. The Head’s EA may be contacted at Head@lmicollege.es).

7

Provision of information



www.lmicollege.es


