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“AI-generated complaints are 

unreasonable”
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“No, but…”

“Yes, and…”

Let’s play a game
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What AI-generated complaints 

are really telling you

(it’s not about the technology)
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School Leaders Survey: Complaints and the impact of AI
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When a parent reaches for AI, something has gone wrong
What are they telling you?

They feel unheard They do not trust you They want to be armed

It is unlikely that this has 

come from nowhere- was 

there a conversation that 

went nowhere, or a 

promise that was not kept?

The parent does not 

believe that the school will 

engage with them in good 

faith

AI gives parents access to 

legal scaffolding
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• Frank's mother believes he has ASD; the school does 

not share that view.

• The school has introduced a water-only policy without 

consulting parents.

• His mother emails the class teacher raising 

dehydration concerns and requesting extensive 

information about how and when the decision was 

made.

Case study - Frank
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“I write to formally notify the school of my intention to invoke the 

statutory complaints procedure. This matter engages, amongst 

other provisions, the Equality Act 2010, Article 28 of the UN 

Convention on the Rights of the Child, and the school's duties 

under the Children Act 1989. I require a full written response 

addressing each ground within 10 working days."

Strip away the AI scaffolding:

what is this parent actually worried about?

Case study - Frank



Browne Jacobson 10

Task

Exercise: use your highlighters

• Yellow: What is the actual complaint?

• Green: What is a data/information request? 

• Pink: What is background context?

• No colour: What is not relevant?
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What the complaint looks like now
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Change management
Why the complaint was always going to happen

What the school did What Frank's mother heard

Introduced a water-only healthy 

eating policy without consulting 

parents before implementation

"They have decided. I had no say. 

They don’t care what we think."

Did not provide the evidence base
"This is arbitrary - they have no basis 

for it."

Applied the policy consistently to all 

children and did not address SEND 

or sensory needs in the policy 

communication

"My child and his needs have been 

forgotten."
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The three-pillar framework

ProtectionPrevention Process
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Prevention: a counter-intuitive approach
Helping parents complain effectively

• Helping parents complain effectively means fewer 

formal complaints, not more

• Most complaints escalate not because the underlying 

issue is serious- but because the initial concern was 

poorly articulated or badly handled

• The schools that thrive aren’t those with the fewest 

complaints. They are those where concerns are 

raised early, handled well and resolved quickly
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Protection: building AI literacy
For both staff and parents

For staff:

• Show staff that AI doesn’t automatically mean unreasonable

• Coach them through the noise

• Respond, don’t react

• Use AI to summarise upsetting correspondence

For parents:

• Authoritative-looking text is not accurate text

• Include AI literacy guidance in policy and parent induction

• SARs/FOIs- entitled to make a request, not dictate search terms
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Extract from model complaints procedure

“If you choose to use artificial intelligence (AI) tools (such as ChatGPT, Microsoft Copilot, Google 

Gemini or similar) to help you draft or structure your concern or complaint, please read the 

guidance set out in Annex 2 of this procedure before doing so”. 

Annex 2 - Guidance on using AI tools to raise concerns or complaints 

“AI tools can help you organise your thoughts, structure your concern or complaint clearly, and 

express yourself effectively. However, these tools have significant limitations and must be used 

with care. This Annex provides practical guidance on how to use AI tools effectively when raising 

a concern or complaint under this procedure, and what to avoid.  If you are unsure about how to 

use AI tools when raising a concern or complaint, or if you would like help preparing your concern 

or complaint, please contact the [school office] and we will arrange for a member of staff to assist 

you”.

Building AI literacy

Your complaints procedure
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"Thank you for taking the time to set out your concerns in such detail. It is clear 

that you are very worried about Frank, and we want to make sure we properly 

understand everything that matters to you. A written exchange can sometimes 

make it harder - rather than easier - to get to the heart of things, and we think a 

conversation would serve Frank’s  interests much better at this stage. Would 

you be willing to meet with us, or speak by telephone, so that we can listen to 

your concerns directly and talk through how we can help?"

Avoiding AI becoming a barrier to informal resolution



Browne Jacobson 18

• Identify the core concerns and respond to those.

• Set out clearly what the school has done, is doing, or will do.

• State what falls outside the scope of the complaints procedure. 

• Invite dialogue again — but once, not repeatedly.

• Respond to every AI-generated demand as if it were a valid legal obligation.

• Produce documents, statements or records on demand outside of a formal SAR or FOI 

process.

• Engage in open-ended written correspondence indefinitely.

What you should do

What if the parent refuses to meet?

What you are not required to do
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Process: The art of scoping

Separating out the strands

The full scenario The correspondence The complaint

The background, the 

people, the pupil, the 

history and any parental 

conduct issues that exist 

separately from the 

correspondence itself. 

Not everything in the 

email/letter will be a 

complaint. 

Separate out the different 

strands and make sure 

each is directed to the right 

process.

Defining the precise 

complaint issues to be 

investigated and the 

outcomes being sought.
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Adopting the right mindset

Resolution mindset vs process mindset

Resolution Mindset Process Mindset

Focus Restoring the relationship; 

addressing the underlying issue.

Following procedure; protecting the 

school's legal position.

Tone Open, empathetic, problem-solving. Formal, boundaried, evidence-

based.

Goal Close the complaint; meet the need.Manage the risk; conclude the 

process lawfully.

When to 

use

Genuine dissatisfaction; resolvable 

concern.

Unreasonable conduct; legal 

escalation; bad faith.
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Actions to take now
03
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Actions to take now

Action The questions to ask

Review your complaints procedure
Does it address AI and include 

guidance for parents?

Think before your next significant 

decision

Invest in the upstream relationship 

before the complaint arrives: what will 

parents hear?

Scope your next complex complaint

Identify and separate the complaint, 

information requests and background 

context

Train your frontline staff
Are your staff empowered to deal with 

AI-generated correspondence? 

Think about your mirror
Does the communication style you 

model get reflected back at you?



Browne Jacobson

On demand free webinars
Complaints 

For more information:

https://www.brownejacobson.com/insights/handling-parent-complaints-against-staff
https://www.brownejacobson.com/insights/school-complaints-handling-problem-parent-behaviour
https://www.brownejacobson.com/insights/best-practice-complaints-management-for-schools-and-academy-trusts
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Questions
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Victoria Hatton         

Partner

Please note

The information contained in these notes is based on the position at October 2026. It does, of course, only represent a summary of the subject matter covered and is not intended to be a substitute for 

detailed advice. If you would like to discuss any of the matters covered in further detail, our team would be happy to do so.

© Browne Jacobson LLP 2026. Browne Jacobson LLP is a limited liability partnership

Talk to us

+44 (0)330 045 2828

victoria.hatton@brownejacobson.com

Claire Archibald       

Legal Director

+44 (0)330 045 1165

claire.archibald@brownejacobson.com
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brownejacobson.com
+44 (0)370 270 6000
brownejacobson.com
+44 (0)370 270 6000
brownejacobson.com
+44 (0)370 270 6000

brownejacobson.com/contact-us
To view our office locations visit brownejacobson.com/contact-us 

Browne Jacobson is the brand name under which Browne Jacobson LLP and Browne Jacobson Ireland LLP 

provide legal and other services to clients. The use of the name “Browne Jacobson” and words or phrases 

such as “firm” is for convenience only and does not imply that such entities are in partnership together or 

accept responsibility for acts or omissions of each other. Legal responsibility for the provision of services to 

clients is defined in engagement terms entered into between clients and the relevant Browne Jacobson entity. 
Unless the explicit agreement of both Browne Jacobson LLP and Browne Jacobson Ireland LLP has been 

obtained, neither Browne Jacobson entity is responsible for the acts or omissions of, nor has any authority to 

obligate or otherwise bind, the other entity.

Thank you

https://www.brownejacobson.com/contact-us
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