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COMPLAINTS POLICY

Scope

This Complaints Policy is based on the principle that concerns expressed by a pupil,
parent or any other individual or organisation should be resolved as quickly as possible
without the need to escalate to the formal stages of the procedure. However, where
resolution has not been achieved and the person raising the concern is unhappy and
wishes to take the matter further, the formal procedure for dealing with complaints will
be followed.

The four stages are:

Stage 1 - Informal investigation of a concern.

Stage 2 - Formal complaint investigated by a member of staff.

Stage 3 - Formal complaint investigated by the Head Teacher.

Stage 4 - Complaint heard before a Complaint Panel.

There are certain matters that are outside of the scope of this Complaint’s Policy.
These are set out in Schedule 1.

General Principles

The Academy will strive to:

take all concerns and complaints seriously

make every attempt to resolve concerns by informal means without the need to use
formal procedures where practicable

publish its complaints procedure, making it easily accessible and simple to
understand and use

be fair, open and honest when dealing with any concern or complaint

give careful consideration to all concerns and complaints and deal with them as
swiftly as possible, keeping people informed of progress

resolve any concern or complaint through dialogue and mutual understanding and,
wherever possible, put the interests of the child above all other issues

provide sufficient opportunity for any concern or complaint to be fully discussed, and
then resolved

deal with concerns or complaints in an impartial and non-adversarial manner
ensure a full and fair investigation of a complaint is undertaken by a person who
has not been directly involved in the matter

address all the points at issue and provide an effective response and appropriate
redress, where necessary

respect people’s desire for confidentiality

use the outcome of a complaint to reflect on the services provided by the Academy
so, if necessary, how they can be improved.
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4.2

4.3

Time Limits

You should make the Academy aware of your complaint as soon as possible after the
matter or incident has occurred that you wish to complain about. Usually we would
expect you to do this within three months of the incident occurring.

If you do not contact the academy within that time, we will not usually consider your
complaint. However, if there are exceptional circumstances that meant that you were
not able to raise your complaint within the three month time limit, you should provide
these in writing and the Academy may, in its absolute discretion, investigate your
complaint under this Policy.

You should be aware that the SEND Tribunal (and other formal authorities) have their
own time limits for making claims, and these time limits are not suspended while you
follow our complaints procedure.

Principles of resolving a complaint

It is in everyone’s interest that concerns and complaints are resolved at the earliest
possible stage. The way in which the concern or complaint is dealt with after the
Complainant first raises the matter can be crucial in determining whether the complaint
will escalate. To that end, members of staff will be periodically made aware of the
procedure in this Complaints Policy, so that they will know what to do when a concern
is raised with them.

At each stage of the complaints procedure, the investigator will consider how the
complaint may be resolved. In considering how a complaint may be resolved, the
investigator will give due regard to the seriousness of the complaint. It may be
appropriate in order to bring the complaint to a resolution for the investigator to offer:

e An explanation;

e An apology;

¢ Reassurance that steps have been taken to prevent a recurrence of events which
led to the complaint;

e Reassurance that the Academy will undertake a review of its policies and
procedures in light of the complaint.

None of the above will constitute an admission or an acceptance of liability on behalf
of the Academy, unless the complaint response expressly states otherwise.

Putting a complaint in writing: if the complainant chooses to put a complaint in
writing, or is asked to do so under this policy, then they should do so in accordance
with the following guidelines:

e Complaints should include a clear statement on what the concern is and what
remedy the complainant is seeking

e Complaints should be easy to understand and only include relevant information

o Where a complainant wishes to rely on documentation, that documentation should
be appended to the complaint

e The complainant may wish to include a separate timeline of events so the person
dealing with the complaint can easily understand what happened

e You may use our complaints form
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5.1

While complaints that do not comply with our guidelines will not be rejected (unless
there are clear grounds for doing so under this policy — for example, see our section
on Unreasonable Complaints below), there may be delays in dealing with complaints
that do not follow our guidelines. This includes complaints which overly rely upon Al
usage, leading to complex investigations which take longer.

The Academy is committed to ensuring that all complainants, including those who may
be vulnerable due to disability, language barriers, literacy difficulties, learning needs
or other circumstances, are able to access and engage with the complaints process.
We will make reasonable adjustments as required under the Equality Act 2010, which
may include providing information in alternative formats, allowing verbal complaints,
extending timescales, offering interpretation or advocacy support, and enabling a
trusted person to accompany the complainant. Complainants are encouraged to inform
the Academy as early as possible if they require support or adjustments.

Stages in our Complaints Policy

Stage 1 — Informal Resolution

5.1.1  Many concerns can be dealt with informally. Complaints should be addressed
in the first instance to the person closest to the situation. This may be a
classroom teacher, Head of Department, Head of House, Assistant Head
Teacher link for the House (where relevant).

5.1.2 A person who receives a complaint is responsible for ensuring that there is a
written record of it pursuant to this policy.

5.1.3  Where the person receiving the complaint considers, for whatever reason, that
they are not the most appropriate person to deal with the complaint under the
informal procedure established by this policy, they will notify the complainant
as soon as reasonably practicable and direct them to a more appropriate
member of staff. Where a complaint is addressed to the Head Teacher or
Deputy Head Teacher, we may, in line with paragraph 5.1.1, pass it to another
member of staff in the first instance; we will notify you of this.

5.1.4 Where a complaint is particularly complex or sensitive in nature, the person
receiving it may require the complainant to put the complaint in writing if it is
not already in writing. A written complaint must be acknowledged in writing
within 2 school days.

5.1.5 There is no rigid time-scale for resolving concerns and complaints at the
informal stage given the importance of dialogue through informal discussions;
however it is expected that most concerns will be resolved within 5 school
days. Should the nature or complexity of the concern mean that more time is
required, the Academy will write to the Complainant within 5 school days
informing them of the reason for the delay and confirming a revised date for
resolution.

5.1.6  After an investigation and initial response, should informal resolution appear
unlikely to resolve the concern, either party may initiate a move to the Stage
2 for the complaint to be investigated formally. At this point, the complainant
must be provided with a copy of this policy if they have not already been
provided with one.



Either party must commence Stage 2 of the complaints process within 1
month of the outcome of Stage 1 or, where there is no outcome, within 2
months of the issue being raised, unless it was not reasonably practicable to
escalate the complaint within this time scale.

52 Stage 2 - Formal investigation by member of staff

5.2.1

522

5.2.3

524

5.2.5

5.2.6

If the Complainant remains unhappy after the conclusion to the informal stage,
the Complainant should write to the Deputy Head Teacher curriculum, Deputy
Head Teacher behaviour, attendance, pastoral, safeguarding and personal
development requesting that their complaint be escalated to the formal stage
pursuant to this policy. The Complaint should state what their concern is and how
they consider it may be resolved.

Upon receipt of a complaint under Stage 2, the Deputy Head Teacher will identify
the appropriate member of staff to investigate the complaint under Stage 2. If the
complaint is about a member of staff, a manager senior to that member of staff
will normally investigate the complaint. If the complaint is very serious, the Head
Teacher may, at their discretion and in collaboration with the Deputy Head
Teacher, escalate the complaint directly to Stage 3.

Where the complaint concerns the Head Teacher, the complaint will be referred
to the Chair of Trustees. The Chair of Trustees will investigate the complaint
under Stage 3 of this Complaints Policy.

The member of staff considering the complaint will write to the Complainant
acknowledging the complaint within 5 school days of receiving the complaint.
The acknowledgement will confirm which stage of the Complaints Policy the
complaint is being investigated under, and will confirm the date for providing a
response to the complaint.

Following investigation of the complaint, the member of staff will write to the
Complainant confirming the outcome within 10 school days of the formal
complaint being received. If this time limit cannot be met, the member of staff will
write to the Complainant within 10 school days of the formal complaint form being
received, explaining the reason for the delay and providing a revised date.

If the complainant wishes to escalate the complaint, they must do so within 1
month of receiving the outcome letter under Stage 2, unless it was not
reasonably practicable to escalate the complaint within this time scale.

5.3 Stage 3 - Investigation by the Head Teacher

5.3.1

5.3.2

Where Stage 1 and Stage 2 have been concluded and the Complainant is
unhappy with the outcome of the complaint under Stage 2, the Complainant
should write to the Head Teacher asking for the complaint to be investigated
under Stage 3 of this Complaints Policy. The Complaint should state what their
concern is and how they consider it may be resolved.

The Head Teacher will write to the Complainant acknowledging the complaint
within 5 school days of the date that the letter was received from the
Complainant. The acknowledgement will confirm that the complaint will now be
investigated under Stage 3 of this Complaints Policy, and will confirm the date
for providing a response to the complaint.



54

5.3.3

5.3.4

Following investigation of the complaint, the Head Teacher will write to the
Complainant confirming the outcome within 10 school days of the date that the
letter was received from the Complainant. If this time limit cannot be met, the
Head Teacher will write to the Complainant within 10 school days of the date
that the letter was received from the Complainant, explaining the reason for the
delay and providing a revised date.

If the complainant wishes to escalate the complaint, they must do so within 1
month of receiving the outcome letter under Stage 3, unless it was not
reasonably practicable to escalate the complaint within this time scale.

Stage 4 — Complaint heard by Complaint Panel

5.4.1

5.4.2

5.4.3
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5.4.7

If the Complainant is unhappy with the outcome of the complaint under Stage
3, the Complainant should write to the Clerk to the Trustees at the Academy
asking for the complaint to be heard before a Complaint Panel. The Complaint
should state what their concern is and how they consider it may be resolved.

The Clerk to the Trustees will write to the Complainant acknowledging the
request for the complaint to be heard before a Complaint Panel within 5 school
days.

The Complaint Panel will consist of three members (one of whom must be
independent of the management and running of the Academy). None of the
three members of the Complaint Panel will have been involved in the incidents
or events which led to the complaint, or have been involved in dealing with the
complaint in the previous stages, or have any detailed prior knowledge of the
complaint.

The Clerk to the Trustees will liaise with the parties and convene the Complaint
Panel Hearing on a date and at a time which is convenient to all parties
attending the hearing. This shall be within 25 school days of receiving the
referral from Stage 3. The Clerk to the Trustees will write to the parties attending
the hearing at least 5 school days before the Complaint Panel Hearing is due
to take place confirming the date and time. A parent making a complaint may
attend and be accompanied at a panel hearing if they wish.

The Complaint Panel will meet in private, either immediately after the Complaint
Panel Hearing or on a subsequent date, and will consider all of the
documentation and everything that they have heard at the Complaint Panel
Hearing.

The Complaint Panel will reach conclusions concerning the facts of the
complaint and make recommendations based on those facts. These
recommendations may be aimed at achieving reconciliation between the
parties (for example, a written apology or explanation), improving procedures
or preventing a recurrence in the future. The Complaint Panel will keep a written
record of their findings and recommendations, with reasons. This will be
available for inspection on the Academy premises by the proprietor and the
Head Teacher and shall be provided to the complainant and, where relevant,
the person complained about.

The Complaint Panel will write to the Complainant within 10 school days
following the date upon which they met to consider the complaint (which may
be a date subsequent to the hearing date).

6
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7.2

The letter will identify the issues complained about, and will confirm the
Complaint Panel’s findings of fact and recommendations, if any, with reasons.
The letter will also confirm that the Complainant may refer their complaint to the
Education & Skills Funding Agency for consideration if they remain unhappy.

Reference to Department for Education (DfE)

The conclusion to the Stage 4 procedure represents the exhaustion of the Academy’s
internal process. There is no further right of appeal.

However, the Complainant can refer the complaint to the Department for Education.
Please note, however, the Department for Education (DfE) do not overturn our
decisions, but instead will consider whether the Academy has correctly followed its

policy.

We would expect a complaint to be escalated within 1 month of receiving the outcome
under Stage 4, unless it is reasonably impracticable to do so. Parents must make
complaints in writing, by post to:

Ministerial and Public Communications Division
Department for Education

Piccadilly Gate

Store Street

Manchester

M1 2WD

Alternatively, a Complainant can use the Department for Education’s online School
Complaints form. Please note that, unless the complaint is about the
Trustees’/academy’s response or lack of response, a complaint will generally have to
be considered first by the governing body.

Unreasonable Complaints

The Academy is committed to dealing with all complaints fairly and impartially, and to
providing a high quality service to those who complain. We will not normally limit the
contact complainants have with the school. However, we do not expect our staff to
tolerate unacceptable behaviour and will take action to protect staff from that
behaviour, including that which is abusive, offensive or threatening. defines
unreasonable complainants as ‘those who, because of the frequency or nature of their
contacts with the school, hinder our consideration of their or other people’s complaints’.

A complaint may be regarded as unreasonable when the person making the
complaint:-

+ refuses to articulate their complaint or specify the grounds of a complaint or the
outcomes sought by raising the complaint, despite offers of assistance;

+ refuses to co-operate with the complaints investigation process while still wishing
their complaint to be resolved;

+ refuses to accept that certain issues are not within the scope of a complaints
procedure;

* insists on the complaint being dealt with in ways which are incompatible with the
adopted complaints procedure or with good practice;
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* introduces trivial or irrelevant information which the complainant expects to be
taken into account and commented on, or raises large numbers of detailed but
unimportant questions, and insists they are fully answered, often immediately and
to their own timescales;

* makes unjustified complaints about staff who are trying to deal with the issues,
and seeks to have them replaced;

* changes the basis of the complaint as the investigation proceeds;

* repeatedly makes the same complaint (despite previous investigations or
responses concluding that the complaint is groundless or has been addressed);

+ refuses to accept the findings of the investigation into that complaint where the
school's complaint procedure has been fully and properly implemented and
completed including;

« seeks an unrealistic outcome;

* makes excessive demands on school time by frequent, lengthy, complicated and
stressful contact with staff regarding the complaint in person, in writing, by email
and by telephone while the complaint is being dealt with.

A complaint may also be considered unreasonable if the person making the complaint
does so either face-to-face, by telephone or in writing or electronically:-

*  maliciously;

* aggressively;

« with threats, intimidation or violence;

* using abusive, offensive or discriminatory language;

*  knowing it to be false;

* using falsified information;

* or publishes unacceptable information in a variety of media such as, social
media, websites and newspapers.

Complainants should limit the numbers of communications with a school while a
complaint is being progressed. It is not helpful if repeated correspondence is sent
(either by letter, phone, email or text) as it could delay the outcome being reached.

Whenever possible, the Head Teacher or Chair of Trustees will discuss any concerns
with the complainant informally before applying an ‘unreasonable’ marking.

If the behaviour continues the Head Teacher will write to the complainant explaining
that their behaviour is unreasonable and asking them to change it. For complainants
who excessively contact causing a significant level of disruption, we may specify
methods of communication and limit the number of contacts in a communication plan.
This will usually be reviewed after 6 months.

In response to any serious incident of aggression or violence, the concerns and actions
taken will be put in writing immediately and the police informed. This may include
banning an individual from the Academy.

Please refer to our policy ‘Keeping Staff Safe’ for further details of our responses under
section 7.
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Records

Records of all complaints that escalate to the formal process will be kept by the
Academy and retained in accordance with the Record’s Retention Policy. The record
shall state:

(i) whether the complaint was resolved following a formal procedure, or proceeded
to a panel hearing; and

(ii) the action taken by the school as a result of the complaint (regardless of
whether it was upheld).

Correspondence, statements and records relating to individual complaints are to be
kept confidential in accordance with our policy on data protection, except where
otherwise required by law, such as when the Secretary of State or a body conducting
an inspection under section 109 of the Education and Skills Act 2008 Act requests
access to them.

For information on how we use and keep your personal information safe, and the
personal information of our pupils, please see our Privacy Policy at Privacy-Policy-Jan-

25.pdf.



https://srpa.co.uk/wp-content/uploads/2025/01/Privacy-Policy-Jan-25.pdf
https://srpa.co.uk/wp-content/uploads/2025/01/Privacy-Policy-Jan-25.pdf

Schedule 1

Exemptions to Complaints Process

Exemption

Who to contact

Admissions to school

Admissions authority — details will be
provided on the admission sections of the
relevant Academy website. Please contact
the Academy if you cannot access the
information on the website

Statutory assessments of Special
Educational Needs

Local Authority carrying out the assessment

Matters likely to require a Child Protection
investigation

Designated Safeguarding Lead at the
relevant Academy or via the relevant Local
Children’s Safeguarding Board — please
see the safeguarding section on the
relevant Academy website. Please contact
the Academy if you cannot access the
information on the website

Suspension from the Academy

Parents and carers may use Academy
procedures to challenge permanent
exclusions and suspensions. Details of the
processes to follow will be provided in the
documentation provided at the time of the
suspension or permanent exclusion. In the
event of queries please contact the
Academy for further details

Whistleblowing

A copy of the whistleblowing policy is on the
Academy website or please contact the
Academy if you cannot access the
information on the website

Staff grievance and disciplinary procedures

The Academy has staff grievance and
discipline policies and procedures and a
code of conduct in place. Complainants are
not informed of the outcomes of actions
under these procedures

Complaints about services provided by
external bodies using our Academy
premises or facilities

Providers should be contacted directly and
have their own procedures for such
eventualities

Appeals relating to internal assessment
decisions for external qualifications

Separate appeals procedures apply —
please contact the Academy for further
details

Complaint about non-discriminatory
behaviour responses

The Academy has authority to deal with
behaviour of pupils in accordance with its
policy. Unless there are specific reasons
why a complaint ought to be heard (for
example because someone is concerned
that there may have been discrimination),
the Academy does not ordinarily deal with
complaints that a sanction is too harsh as
this is a matter for the Academy to
determine within its discretion
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ANNEX 1:
The Academy Complaint Form

Please complete this form and return it to the Head’s PA, who will acknowledge its receipt
and inform you of the next stage in the procedure.

Your name:

Relationship to pupil:

Pupil’s name:

Your address:

Daytime telephone number:

Evening telephone number:

Please give concise details of your
complaint, (including dates, names of
witnesses etc), to allow the matter to be
fully investigated. You may continue on a
separate piece of paper, or attach
additional paperwork, if you wish.

Number of additional pages attached:

What action, if any, have you already taken
to try to resolve your complaint? (i.e. who
have you spoken with or written to and what
was the outcome?)

What actions do you feel might resolve the
problem at this stage?

Signature: Date:

Academy use

Date form received:

Received by:

Date and acknowledgement sent by:

Complaint referred to:

Date:
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