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General Principles: 

 
Academies must have a complaints procedure for parents and carers to access should they have concerns. This 
must meet the standards set out in the Education (Independent Academy Standards (England)) Regulations 
2014 Schedule 1, Part 71.  

 
2. Aim  
This policy aims to resolve any problems swiftly and at the earliest stage possible. The academy will investigate 
and try to resolve every complaint in a positive manner and will treat every complaint as an opportunity to 
improve the services the academy provides to pupils.  
The procedure is devised with the intention that it will:  

• Usually be possible to resolve problems by informal means;  

• Be simple to use and understand;  
• Be non-adversarial;  
• Treat complaints confidentially;  

• Allow problems to be handled swiftly;  
• Address all points at issue;  
• Inform future practice so that the problem is unlikely to recur;  
• Reaffirm the partnership between parents, academy employees and trustees as they work together for 

the good of the pupils in the academy;  
• Ensure that the academy’s attitude to a pupil would never be affected by a parental complaint;  
• Actively encourage strong home-academy links;  

• Ensure that any person complained about is treated fairly and with respect;  
• Effectively monitor concerns and complaints received from parents.  

 
This procedure is intended to allow you to raise a concern or complaint relating to the academy, or the 
services that it provides. An anonymous concern or complaint will not be investigated under this procedure, 
unless there are exceptional circumstances. To enable a proper investigation, concerns or complaints should 
be brought to the attention of the academy as soon as possible. In general, any matter raised more than 2 

months after the event, being complained of, will not be considered. 
 

Confidentiality  



 

All complaints will be kept as confidential as possible. Usually, only those involved in investigating and making 
a decision will be made aware of the full details of the complaint.  

 
The person who is being complained about will also be entitled to know the substance of the complaint against 
them. The academy has discretion to withhold information when there is sufficient reason, such as:  
• Where there is a need to protect a source; 
• Where there is a legal reason why the information should not be released;  
• To meet data protection requirements.  
 

Vexatious Complaints  
It is not appropriate to make personal accusations or attacks on members of academy staff, or to 
raise matters that are not about education or a child’s well-being. It is also not appropriate to make 
unsubstantiated allegations against the academy, or to behave unreasonably by not engaging with 
the academy to attempt a joint resolution.  
 
This procedure should limit the number of complaints that become protracted. However, there will 
be occasions when, despite all stages of the procedures having been followed, the complainant 
remains dissatisfied. If the complainant tries to reopen the same issue, then the Principal may 
inform the complainant in writing that the procedure has been exhausted and that the matter is 
now closed. 
 

Raising a concern or complaint 

Informal Stage 

It is normally appropriate to communicate directly with the member of staff concerned, the class teacher or 

the Head of Year. This may be by letter, by telephone or in person by appointment, requested via the academy 

office.  Many concerns can be resolved by simple clarification or the provision of information and it is 

anticipated that most complaints will be resolved by this informal stage. 

In the case of serious concerns it may be appropriate to address them directly to the Head Teacher (or to the 

Chair of the board of trustees, if the complaint is about the Head Teacher), who will complete an informal 

complaint form. 

If you are uncertain about who to contact, please seek advice from the academy office or the Clerk to the 

board of trustees. 

It is expected that the majority of concerns may be resolved informally with no need to progress to 
the formal stages of this procedure.  
 
The member of staff dealing with the concern should make sure that the complainant is clear what 
action (if any) or monitoring of the situation has been agreed.  
 
This stage should be completed speedily and concluded in writing with appropriate detail. A copy 
will be securely kept by the headteacher.   
The complainant should be informed that if they are not satisfied with the process, then they may 
consider making a formal complaint in writing. 



 

Formal complaints procedure  

A formal complaint must be:  
• In writing, using the complaints form (appendix 1);  
• Made within three months of the event. Complaints after this period will not usually be 
considered;  
• Lodged with the Headteacher unless they are the subject of the complaint, in which case, this 
complaint should be lodged with the Chair of Trustees.   
 
There are two stages to the formal complaints procedure:  
 
• Stage one: Initial hearing of complaint;  
• Stage two: Complaint heard by the Complaints Appeal Panel.  
 
At each stage, the person(s) hearing the complaint will:  
• Speak with the complainant;  
• Establish the facts of the complaint and who has been involved;  
• Clarify the nature of the complaint and what remains unresolved;  
• Clarify what the complainant feels would put things right;  
• If required, meet with those involved in the matter and/or those complained  about;  
• Ensure appropriate written records are kept, including minutes of meetings;  
• Endeavour to reach a resolution.  
 
Throughout the procedure it is important for all parties to consider the ways in which a complaint 
can be resolved. It might be sufficient to acknowledge that the complaint is valid in whole or in part. 
In addition, it may be appropriate to offer one or more of the following:  
 
• An explanation;  
• An admission that the situation could have been handled differently or better;  
• An assurance that the event complained of will not recur;  
• An explanation of the steps that have been taken to ensure that it will not happen again;  
• An apology (an apology is not an admission of negligence or acceptance of liability); 
• An undertaking to review academy policies or processes in light of the complaint.  
 

Stage one: Initial hearing of complaint  
If the complainant is dissatisfied with the way the complaint was handled informally, they may lodge 
a formal complaint. A member of the Senior Leadership Team (SLT) will usually hear the complaint, 
unless the complaint is:  
 
• About a member of the SLT in which case the Headteacher will usually hear the complaint;  
• About the Headteacher, in which case the chair of trustees will usually hear the complaint;  
 
The member of the SLT hearing the complaint will ensure that a written acknowledgement is 
provided to the complainant within five working days of receiving a complaint. The 
acknowledgement will include a copy of this policy and a target date for providing a response to the 
complaint, normally within 10 working days.  
 
If the target cannot be met a letter should be written within the 10 working days’ original timescale, 
explaining the reason for the delay and providing a revised target date.  
 
Once the complaint has been investigated the member of the SLT will write to the complainant (and 
the member of staff concerned if appropriate). The written response will contain an outline of the 



 

complaint, and a summary of the response to the complaint, including the decision reached and the 
reasons for it. Where appropriate this should also include what response the academy will take to 
resolve the complaint.  
 
This letter or report must be endorsed by the Headteacher if it is written by a member of the SLT. It 
should also inform the complainant that if they are unsatisfied with the outcome of stage one, then 
they may progress to stage two of the procedure. To progress to stage two, the complainant will be 
required to lodge a written request to the Chair of Trustees (if the complaint involves the 
Headteacher), within 10 working days of receiving the response to stage one.  
 
If no further communication is received from the complainant within 10 working days it will be 
deemed that the complaint has been resolved and no further action is required.  
 

Stage two: Complaint heard by the Complaints Appeal Panel  
 
The complainant is required to lodge their stage two complaint as directed in the outcome letter of 
stage one, giving details of the complaint. 
 
The stage two complaint will be acknowledged in writing within five working days. The hearing will 
usually take place within 20 working days of receipt of the stage two complaint.  
 
The invitation letter to the hearing will detail the date, time and venue of the meeting, and state 
that the complainant may bring a companion (but not legal representation) to accompany them. The 
complainant will also be informed that they may also provide further documents relevant to the 
complaint, provided that these are received by the academy at least five working days prior to the 
date of the hearing, to allow adequate time for the documents to be circulated. The complainant will 
be asked to provide details of any witnesses they believe should attend the hearing.  
 
The Complaints Appeal Panel will consist of at least three people who were not directly involved in 
the matters detailed in the complaint. The panel will usually consist of a member trustees plus an 
individual who is independent of the management and running of the academy.  
 
All parties will attend the meeting in the same room. As well as the panel, the meeting will include 
the parent/carer and the individual accompanying them should they wish to be accompanied; the 
Headteacher and other decision maker at stage one; and any advisors as appropriate; and any other 
employees/witnesses who will be invited to make representations concerning the complaint. A 
minute taker will be present to take a note of proceedings.  
 
It is acknowledged that these types of meetings can be difficult for all parties, and so the conduct of 
the meeting should be as informal as possible in the circumstances, to ensure that all parties feel at 
ease and able to contribute fully. Whilst it will be for the Chair of the panel to decide exactly how the 
meeting will proceed, the meeting will allow:  
 
• The parent/carer to explain their complaint;  
• The headteacher to explain the academy’s response;  
• The panel to have an opportunity to question all parties;  
• Witnesses to be called (subject to the approval of the Chair of the panel);  
• All parties and the panel to have an opportunity to question the witnesses.  
 
The panel may:  
 



 

• Dismiss the complaint in whole or in part;  
• Uphold the complaint in whole or in part;  
• Decide on the appropriate action to be taken to resolve the complaint;  
• Recommend changes to the academy’s systems or procedures to ensure that problems of a similar 
nature do not recur.  
 
The Chair of the panel will explain to the parent/carer and the headteacher that the panel will 
consider its decision based on the information and evidence presented to them, and a written 
response will be sent to both parties as quickly as possible, usually within five working days. The 
complaints appeal panel’s decision will be final.  
 

Recording, reporting and Monitoring Complaints  
All complaints will be recorded by the academy.  
Any findings and recommendations through the stage one and stage two processes will be 
communicated to the complainant as outlined above and a copy securely held by the academy, to be 
made available for inspection on the academy premises by the proprietor and the head teacher.  
Any correspondence, statements and records relating to individual complaints are to be kept 
confidential except where the Secretary of State or a body conducting an inspection under section 
109 of the 2008 Act requests access to them.  
Termly reports outlining the number, subject of complaint, what stage the complaint was resolved 
(i.e. informally, stage one or stage two) and any action taken by the academy (regardless of whether 
the complaint is upheld) will be produced for the trustees. The trustees will use the reports to 
consider the number and subject of complaints, to identify any trends or areas of concern and make 
recommendations for action. 

Other Information: 

• We will use the same procedure to deal with complaints from people who are not parents of 
attending pupils as we use for complaints from parents. 

• We will clearly signpost people that are not satisfied about the handling of their complaint 
to the EFA via the academys complaints form. 

• Even with infinite wisdom it may not be possible to resolve a complaint to the satisfaction of 
all parties.  

 

 

 

 

 

 

 

https://form.education.gov.uk/fillform.php?self=1&form_id=cCCNJ1xSfBE&type=form&ShowMsg=1&form_name=Contact+the+Department+for+Education&noRegister=false&ret=%2Fmodule%2Fservices&noLoginPrompt=1
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