Dynamik Advocacy CIC
Supporting Families of Neurodivergent Children
Complaint Escalation Flowchart
When to Use This: If you've raised a concern about your child's education or SEND support and it hasn't been resolved.
Step 1: Informal Resolution (Start Here)
WHO: Speak to the person directly involved (class teacher, SENCO, headteacher)
HOW:
· Arrange a face-to-face meeting or phone call
· Clearly explain your concern and what you'd like to happen
· Give them a reasonable time to respond (1-2 weeks)
· Follow up in writing (email) summarizing the conversation
OUTCOME:
☐ Issue resolved → Done!
☐ No response or unsatisfactory response → Go to Step 2

Step 2: Formal Complaint to School/Setting
WHO: School headteacher or complaints coordinator
HOW:
· Write a formal complaint letter/email (see template below)
· Mark it "Formal Complaint Under School Complaints Policy"
· Send via email AND recorded delivery
· Keep copies of everything
TIMELINE: School should respond within 10-15 school days (check their policy)
OUTCOME:
☐ Issue resolved → Done!
☐ Partially resolved → Consider if acceptable
☐ Unresolved or no response → Go to Step 3

Step 3: Escalate to School Governors
WHO: Chair of Governors (or Complaints Panel)
HOW:
· Request your complaint be reviewed by the governing body
· State why the headteacher's response was unsatisfactory
· Provide all previous correspondence as evidence
· You may be invited to a hearing (take someone with you)
TIMELINE: Governors should respond within 20 school days (varies by policy)
OUTCOME:
☐ Issue resolved → Done!
☐ Unresolved or no response → Go to Step 4

Step 4: Escalate to Local Authority (If LA School) OR Academy Trust (If Academy)
IF LA-MAINTAINED SCHOOL:
· Contact: Local Authority SEND Team or School Complaints Team
· They can investigate if school breached SEND Code of Practice
IF ACADEMY/FREE SCHOOL:
· Contact: Academy Trust's complaints coordinator
· If unresolved, escalate to Education and Skills Funding Agency (ESFA)
HOW:
· Write to LA/Trust explaining your complaint
· Include timeline of previous steps
· State specific breaches (e.g., "School failed to implement EHCP provision in Section F")




TIMELINE: Varies (usually 4-6 weeks)
OUTCOME:
☐ Issue resolved → Done!
☐ Unresolved → Go to Step 5 or 6 (depending on issue)

Step 5: External Bodies (Depending on Issue Type)
OFSTED (Urgent Safeguarding/Serious Concerns Only):
· Report via: https://www.gov.uk/complain-about-school
· Use for: Serious welfare concerns, unsafe practices, systemic failures
· OFSTED does NOT resolve individual complaints but may investigate school
LOCAL GOVERNMENT OMBUDSMAN:
· Investigates complaints about LA SEND services (not schools directly)
· Use for: LA failing to follow EHCP process, unlawful decisions, maladministration
· Website: www.lgo.org.uk
· FREE service
EDUCATION AND SKILLS FUNDING AGENCY (ESFA):
· For academies/free schools only
· Use for: Trust not following complaints policy, financial mismanagement
· Website: www.gov.uk/complain-academy
OUTCOME:
☐ Issue resolved → Done!
☐ Still unresolved and relates to EHCP → Consider Step 6






Step 6: SEND Tribunal (For EHCP Disputes Only)
WHEN TO USE:
· LA refused to assess your child for an EHCP
· LA refused to issue an EHCP after assessment
· You disagree with the content of the EHCP (Sections B, F, I)
· LA refuses to amend EHCP when needs have changed
· LA wants to cease (stop) the EHCP

TIMELINE: You have 2 MONTHS from decision letter to lodge appeal
HOW:
1. Register appeal online: www.gov.uk/send-tribunal
2. FREE to register (no court fees)
3. Get FREE legal advice from IPSEA or SOS!SEN
4. Gather all evidence (reports, letters, emails)
5. Attend mediation (required before tribunal, unless exemption)
6. Prepare for hearing (IPSEA can help)
SUCCESS RATE: 99% of tribunals are won by parents (MoJ, 2024)
OUTCOME:
· Tribunal orders LA to assess, issue, or amend EHCP
· LA MUST comply with tribunal order







Formal Complaint Letter Template
Subject: Formal Complaint – [Your Child's Name] – [Brief Summary]
[Date]
[Recipient Name]
[School Name / LA SEND Team]
[Address]
Dear [Name],
RE: Formal Complaint Regarding [Issue] – [Child's Name, DOB, Year Group]
I am writing to make a formal complaint under [School's/LA's] complaints procedure regarding [brief description of issue].
Background:
[Explain the issue: what happened, when, who was involved]
Previous Steps Taken:
· [Date]: I raised this informally with [Name]
· [Date]: I followed up in writing
· [Date]: I received a response from [Name] stating [summary]
Why This Is Unresolved:
[Explain why previous responses were unsatisfactory]
Impact on My Child:
[Describe how this is affecting your child's education, wellbeing, or safety]
What I Am Requesting:
[Be specific: "I request that [Child] receives [X support] as stated in their EHCP Section F within 5 school days"]





Next Steps:
I would like a response within [10/15] school days as per your complaints policy. If this is not resolved, I will escalate this to [next level: governors / LA / ombudsman].
I have attached the following evidence:
· [List attachments]
I look forward to your response.
Yours sincerely,
[Your Name]
[Contact Details]

Quick Reference: Who Handles What
	Issue
	Who to Complain To

	Teacher not following IEP/EHCP
	School SENCO → Headteacher → Governors

	EHCP not being implemented
	School SENCO → LA SEND Team

	LA refused EHCP assessment
	SEND Tribunal

	School excluded my child unlawfully
	Headteacher → Governors → LA (if maintained)

	Bullying not addressed
	Headteacher → Governors → Ofsted (if safeguarding concern)

	LA taking too long to complete EHCP
	LA complaints → Local Government Ombudsman

	Academy not following complaints policy
	Trust → ESFA
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