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Summary of Changes

The model policy has been revised to reflect these changes to the statutory guidance and practice as outlined

below.
Page Section Amendment Date of
Ref. Change
Cover “Date adopted by LGB” replaced with “Date Issued by | Aug22
Trust” to align with practice.
4 Roles and “A Scheme of Delegation foreach academy sets out Aug2?2
Accountabilities the responsibilities of the Local Governing Body and
Principal / Headteacher” updated to “The Trust
Scheme of Delegation sets out the responsibilities and
accountabilities of the Board, CEO (and executive
team), Headteacherandlocal governors.”
5 Who can make a Added Aug22
complaint? “Complaintsregarding third party suppliers using
academy or Trust premises should be addressed to the
supplier.”
Extracurricularactivities section removed.
5 The difference Reference to “concerns” and definitionsremovedfor | Aug22
betweenaconcem | clarity. Remainingsectionincludedin “Who can make
and a complaint a complaint?”
5 How to raise a Sectiontitle updatedto Aug2?2
concernor make a | “How to make a complaint”
complaint
5 How to make a Removed Aug2?2
complaint Complaintsthatinvolveorare about the Headteacher
should be addressed to the Chair of Governors, viathe
school office. Please markthem as Private and
Confidential. Onreceipt of such a complaint, the Chair
of Governors should contactthe Head of Governance
for advice.
5 How to make a Added Aug22
complaint Complaints about the Headteacherorlocal governors
should be addressed to the Head of Governance
5 How to make a Contact address updated Aug 22
complaint
6 Exceptionstable Referencesto “School’sinternal procedure” updated Aug?2?2
to “Trust’sinternal procedure”.
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9 Stage 2 — Formal “Formal complaints must be made to the Aug22
complaints Headteacher/Principal (unless they are about the
Headteacher), viathe school office. This may be done
inperson, inwriting (preferably on the Complaint
Form).“
Correctedto
“Formal complaints must be made to the
Headteacher/Principal (unless they are about the
Headteacher), viathe school officeand mustbein
writing by letter oremail unless the complainant has a
sufficientreasontorequestareasonable adjustment
be made to amend this.”
10 Stage 3 — Panel Sectionrenamed “Stage 3 —Panel meeting” andall Aug2?
hearing references updated
10 Stage 3 — Panel Added Aug?2?2
meeting The aim of the panel meeting will be:
e reconciliation
e to putrightthingsthat may have gone wrong
10 Stage 3 — Panel Added Aug22
meeting “these meetings are notaform of legal proceeding”
11 Stage 3 — Panel “The Chair of the stage 3 panel meeting will provide Aug2?2
meeting the complainant and the Academy with a full
explanation of their decision and the reason(s) forit, in
writing, within 10school days. “
Added
“and the Trust”
“and a copy of the minutes of the stage 3 panel
meeting”
12 Stage 3 — Panel Added Aug22
meeting “Information generated by acomplaint may not form
part of a pupil record and therefore will be kept
separately. “
13 The Role of the Section replaced with updated guidance. Aug22
ESFA
15 Extracurricular Sectionremoved. Aug 22
Activities
16 Managing Serial Sectionrenamed Aug2?2
and Unreasonable | “Managing Serial and Persistent Complaints”.
Complaints
16 Managing Serial Section expanded to replace separate policyinline New
and Persistent with DfE guidance. Aug22
Complaints
16 Barring from Sectionaddedinline with DfE guidance. New
School Premises Aug22
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Roles and Accountabilities

The Diocese of Norwich Education and Academies Trust (“the Trust”)is accountable forall policies across its
academies. All policies, whether relating to an individual academy or the whole Trust, will be writtenand
implementedinline with ourethos and values as articulated in our prospectus. We are committed to the
provision of high-quality educationin the context of the Christian values of service, thankfulness and
humility whereindividuals are valued, aspirations are high, hope is nurtured, and talents released.

The Trust Scheme of Delegation sets out the responsibilities and accountabilities of the Board, CEO (and
executiveteam), Headteacherand local governors.

The Headteacher of each academy is responsible for the implementation of all policies of the Trust.

All employees of the Trust are subject to the Trust’s policies.

Complaints Procedure Page 4 of 23



Who can make a complaint?

This complaints procedure is not limited to parents or carers of childrenthat are registered atthe academy.
Any person, including members of the public, may make a complaint to Lyng Church of England Primary
Academy(hereafterreferredtoas ‘the Academy’) about any facilities or services that we provide. Unless
complaints are dealt with under separate procedures, listed as exceptions below, we will use this
complaints procedure.

Complaints regarding third party suppliers using academy or Trust premises should be addressed to the
supplier.

Itisin everyone’sinterest that complaints are resolved at the earliest possible stage. Many issues can be
resolved informally, without the need to use the formal stages of the complaint’s procedure. The Academy
takes all complaints seriously and will make every effort to resolve the matteras quickly as possible.

If you have difficulty discussing an issue with a particular member of staff, we will respect yourviews. In
these cases, the Headteacher, will referyou to another staff member. Similarly, if the member of staff
directlyinvolved feels unableto deal with the matter, the Headteacher willrefer you to another staff
member. The member of staff may be more seniorbut does not have to be. The ability to considerthe
matter objectively and impartially is more important.

We understand, thatthere are occasions when peoplewould like to raise their con cerns formally. In this
case, the Academy will attempttoresolve the issue internally, through the stages outlined within this
complaint’s procedure.

How to make a complaint
A complaint can be made in person, in writing or by telephone. They may also be made by a third party
acting on behalf ona complainant, aslong as they have appropriate consentto do so.

Complaints against school staff (except the Headteacher) should be made inthe firstinstance, tothe
Headteacherviathe school office. If in writing, please mark the envelope as “Private and Confidential” or
contact the school office foran appropriate email address.

Complaints about the Headteacher orlocal governors should be addressed to the Head of Governance,
marked as “Private and Confidential” and either emailed to:
hannah.monk@donesc.org

or posted to:

Head of Governance, DoNESC,

Orchard House, Hall Lane,

East Tuddenham,

Norfolk,

NR20 3LR

Complaints about the Chief Executive Officer (CEO) ora Trustee of the Trust, should be addressed to the
Chair of Trustees, via the Head of Governance (as above). Please mark as “Private and Confidential”.

For ease of use, a template complaintformis included at the end of this procedure. If you require helpin
completingthe form, please contact the school office. You can also ask a third-party organisation, for
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example Citizens Advice, to helpyou. If you prefernotto use the complaintform, you mustwrite a letter
of complaintwhich sets out clearly the nature of your complaintincluding any issues which have previously
beendiscussed and why you considerthe issue to be unresolved. The lettershould also outlinethe
resolution which you are seeking.

In accordance with equality law, we will consider making reasonable adjustmentsif required, to enable
complainantsto access and complete this complaints procedure. Forinstance, providing informationin
alternative formats, assisting complainantsin raising aformal complaint or holding meetingsin accessible
locations.

Anonymous complaints
We will not normally investigate anonymous complaints. However, the Headteacher, Chair of Governors or
Head of Governance, as appropriate, will determine whether such acomplaint warrants investigation.

Time scales

You mustraise a complaint withinthree months of the incident or, where aseries of associated incidents
have occurred, within three months of the last of these incidents. We may consider complaints made
outside of this time frame in exceptional circumstances.

Complaints received outside of term time
We will consider complaints made outside of term time to have beenreceived on the first school day after
the holiday period.

Scope of this Complaints Procedure
This procedure covers all complaints about any provision of facilities or services by the academy, otherthan
complaints thatare dealt with underotherstatutory procedures, including those listed below.

Exceptions Who to contact
e Admissionstoschools Concerns aboutadmissions, statutory assessments of Special

e Statutoryassessmentsof Special | Educational Needs orschool re-organisation proposals should
Educational Needs be raised with:

e School re-organisation proposals | Norfolk: www.norfolk.gov.uk/children-and-families

Suffolk: www.suffolk.gov.uk/children-families-and-learning/

e Matters likely torequire aChild Complaintsabout child protection matters are handled under
Protection Investigation our child protection and safeguarding policyandin

accordance with relevant statutory guidance.

If you have serious concerns, you may wish to contact the

local authority designated officer (LADO) who has local

responsibility for safeguarding or the Multi-Agency

Safeguarding Hub (MASH).

Norfolk MASH: https://www.norfolk.gov.uk/what-we-do-and-

how-we-work/policy-performance-and-

partnerships/partnerships/mash

Suffolk MASH: https://suffolksp.org.uk/working-with-

children-and-adults/multi-agency-safeguarding-hub-mash/
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e Exclusion of childrenfrom
school*

Furtherinformation about raising concerns about exclusion
can be found at: www.gov.uk/school-discipline-
exclusions/exclusions.

*complaints aboutthe application of the behaviour policy can
be madethrough the school’s complaints procedure. <link to
schoolbehaviour policy>.

e Whistleblowing

We have an internal whistleblowing procedureforall our
employees, including temporary staff and contractors.

The Secretary of State for Educationis the prescribed person
for mattersrelating to education for whistleblowersin
education who do not want to raise matters direct with their
employer. Referrals can be made at:
www.education.gov.uk/contactus.

Volunteers who have concerns about our school should
complain through the school’s complaints procedure. You
may also be able to complain directtothe LA or the
Departmentfor Education (see link above), dependingonthe
substance of your complaint.

e Staff grievances

Complaints from staff will be dealt with underthe Trust’s
internal grievance procedures.

e Staff conduct

Complaints about staff will be dealt with underthe Trust’s
internal disciplinary procedures, if appropriate.
Complainants will not be informed of any disciplinary action
taken against a staff memberas a result of a complaint.
However, the complainant will be notified that the matteris
beingaddressed.

e Complaintsaboutservices
provided by other providers who
may use school premisesor
facilities

Providers should have theirown complaints procedure to deal
with complaints about service. Please contact them direct.

e Withdrawal fromthe curriculum

Parentsand carers can withdraw theirchild from any aspect
of Religious Education (RE), including the Daily Act of
Collective Worship (DACW). They do not have to explain why.
The right of withdrawal does not apply to otherareas of the
curriculum where religious matters may be spontaneously
raised by pupils orarise in othersubjects such as history or
citizenship.

e National Curriculum - content

Please contact the Department for Education at:
www.education.gov.uk/contactus

If other bodies are investigating aspects of the complaint, forexample the police, local authority (LA)

safeguardingteams or tribunals, this may impact on our ability to adhere to the timescales within this
procedure orresultinthe procedure being suspended untilthose publicbodies have completed their

investigations. If this happens, we will inform you of a proposed new timescale.
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If a complainant commences legal action against the academy or Trust in relation to their complaint, we
will consider whetherto suspend the complaints procedure in relation to their complaint until thoselegal
proceedings have concluded.

Resolving complaints
At each stage in the procedure, the academy or Trust wants to resolve the complaint. If appropriate, we
will acknowledge thatthe complaintis upheldin wholeorin part. In addition, we may offer one or more of
the following:

e an explanation.

e anadmissionthatthe situation could have been handled differently or better.

e an assurance that we will try to ensure the event complained of will notrecur.

e anexplanation of the stepsthat have been orwill be taken to help ensure thatit will not happen

againand an indication of the timescales within which any changes will be made.
e anundertakingtoreview academy policiesin light of the complaint.

e anapology.

Withdrawal of a complaint
If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing.

Stage 1 —Informal complaints
Itisto be hopedthat most complaints can be expressed and resolved on aninformal basis.

Your first step should be to make an appointmentto speak to the class teacher/year head/subject head or
Headteacherabout your complaint. Complainants should not approach individual governorsto raise
complaints. They have no powerto act onan individual basis and it may also preventthem from
considering complaints at Stage 3 of the procedure.

A classteacher/yearhead/subject head or Headteacher should offeran appointment to discuss the issue as
quickly as possible, as this will give both parties time to talk about it calmly and politely without being
interrupted. The partiesinvolved should be encouraged to offertheirview of what would be arealistic
resolutiontothe problem.

Third party complainants should speak to the appropriate member of business support staff ( e.g. office
manager, business manager, finance officer).

At the conclusion of theirinvestigation, the appropriate person investigating the complaint will provide an
informal written response within 20 school days of the date of receipt of the complaint.

If the issue remains unresolved, the next step is to make a formal complaint.
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Stage 2 — Formal complaints

Formal complaints must be made to the Headteacher (unless they are about the Headteacher), viathe
school office and must be in writing by letter oremail unless the complainant has asufficientreasonto
requestareasonable adjustment be made toamend this.

The Headteacher will record the date the complaintisreceived and will acknowledge receipt of the
complaintinwriting by letter or email within 10school days.

Within thisresponse, the Headteacher will seek to clarify the nature of the complaint, ask what remains
unresolved and what outcome the complainant would like to see. The Headteacher can consider whethera
face-to-face meetingisthe mostappropriate way of doing this.

The Headteacher may delegate the investigation to another member of the school’s seniorleadership team
or Trust Officers but notthe decision to be taken.

Duringthe investigation, the Headteacher orinvestigator will:
e ifnecessary, interviewthose involvedinthe matterand/orthose complained of, allowing themto be
accompaniedif they wish
e keepa writtenrecord of any meetings/interviews in relation to theirinvestigation.

At the conclusion of theirinvestigation, the Headteacher orinvestigator will provide aformal written
response within 20school days of the date of receipt of the complaint.

If the Headteacherorinvestigatoris unable to meet this deadline, they will provide the complainant with
an update and revised response date.

The response will detail any actions taken to investigate the complaint and provide a full explanation of the
decision made and the reason(s) for it. Where appropriate, it will include details of actions the Academy
will take to resolve the complaint.

The Headteacher will advise the complainant of how to escalate their complaint should they remain
dissatisfied with the outcome of Stage 2.

If the complaintis aboutthe Headteacher ora member of the governing body (including the Chairor Vice-
Chair), a suitably skilled Trust Officer will be appointed to complete all the actions at Stage 2.

Complaints aboutthe Headteacher ormember of the governing body must be made to the Head of
Governance (see contact detailsabove).

If the complaintis:
e jointlyaboutthe ChairandVice Chairor
e theentire governingbodyor
e the majority of the governing body

Stage 2 will be escalated to the CEO of the Trust.
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Stage 3 —Panel meeting

If the complainantis dissatisfied with the outcome at Stage 2 and wishes to take the matter further, they
can escalate the complaintto Stage 3 —a panel meeting consisting of at least three people who were not
directly involved inthe matters detailed in the complaint with one panelmemberwhoisindependent of
the managementandrunning of the school. Thisis the final stage of the complaint’s procedure.

The aim of the panel meeting will be:
e reconciliation.
e to put rightthingsthat may have gone wrong.

A requestto escalate to Stage 3 mustbe made to the Head of Governance, within 10school days of the
date of the Stage 2 response.

The Head of Governance will record the date the requestis received and acknowledge receipt of the
requestinwriting by letter oremail within 5school days.

Requestsreceived outside of this time frame will only be considered in exceptional circumstances.

The Head of Governance will make all reasonable e ndeavours to arrange a mutually convenient date and
time forthe meeting. They will aimto convene a meeting within 15school days of receipt of the Stage 3
request. If thisis not possible, the Head of Governance will provide an anticipated date and keep the
complainantinformed.

If the complainantrejects the offer of three proposed dates, without good reason, the Head of Governance
will decide when to hold the meeting. It willthen proceed inthe complainant’s absence with written
submissions from both parties.

Ifthe complaintis:
e jointlyaboutthe ChairandVice Chairor
e theentire governingbodyor
o the majority of the governing body
Stage 3 will be heard by a panel of Trustees and an independent panel member.

A complainant may bring someone to the panel meetingto provide support. If the complaintis brought
jointly, forexample by two people with joint parentalresponsibility, only one representative can attend on
behalf of the joint complainants. This can be a relative orfriend. Legal representatives are not permitted to
attend the meeting; these meetings are nota form of legal proceeding.

There may be occasions when legal representation is appropriate. Forinstance, if aschool or Trust
employeeiscalled as a witnessinacomplaint meeting, they may wish to be supported by unionand/or
legal representation.

Complaints about staff conduct will not generally be handled underthis complaint’s procedure.
Complainants will be advised that any staff conduct complaints will be considered under Human Resources

procedures, if appropriate, but outcomes willnot be shared with them.

Representatives fromthe mediaare not permitted to attend.
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The stage 3 panel will consist of:

e atleastthree Trusteesorgovernors with no priorinvolvement or knowledge of the complaint.

e atleastone of the governorsshould be aTrust Appointed Governor.

e one panel member must be independent of the managementand running of the academy. This might
be a governorfrom a different school in the Trust who has no prior knowledge of the complaintand no
conflictof interests.

o No members of the panel should have any prior knowledge of the complaint. Itis, therefore, unlikely
that staff governors will be members of the panel.

e Priorto the meeting, the Head of Governance will agree with the panel whowill actasthe Chairat the
meeting.

e The Head of Governance will appointaclerkto the stage 3 panel meeting.

At least 7 school days before the meeting, the Head of Governance will:

e confirmand notify the complainant of the date, time and venue of the meeting, ensuringthat, if the
complainantisinvited, the dates are convenientto all partiesand that the venue and proceedings
are accessible.

e requestcopiesof anyfurtherwritten material to be submitted to the panel atleast5 school days
before the meeting.

Any written material willbe circulatedto all parties atleast 5 school days before the date of the meeting.
The panel will not normally accept, as evidence, recordings of conversations that were obtained covertly
and without the informed consent of all parties beingrecorded.

The panel will also not review any new complaints at this stage or consider evidence unrelated to the initial
complaint. New complaints must be dealt with from stage 1 of the procedure.

The meeting will be held in private. Electronicrecordings of meetings or conversations are not normally
permitted unless acomplainant’s own disability or special needs require it. Prior knowledge and consent of
all parties attending must be sought before meetings or conversations take place. Consent will be recorded
inthe minutes. The Trust will make the recordingand share it with those present.

The panel will considerthe complaintand all the evidence presented. The panel can:
e upholdthe complaintinwhole orin part.
e dismissthe complaintinwholeorin part.

If the complaintisupheldinwholeorin part, the panel will:
e decide onthe appropriate action to be takentoresolve the complaint.
e where appropriate, recommend changesto the Academy’s systems or procedures to prevent similar
issuesinthe future.

The Chair of the stage 3 panel meeting will providethe complainant, the Academy and the Trust with a full
explanation of their decision and the reason(s) forit, in writing, and a copy of the minutes of the stage 3

panel meeting within 10school days.

The letterto the complainant will include details of how to contact the Education and Skills Funding Agency
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(ESFA) if they are dissatisfied with the way in which their complaint has been handled.

The response will detail any actions taken to investigatethe complaint and provide a full explanation of the
decision made and the reason(s) forit. Where appropriate, it will include details of actions the Academy or
Trust will take to resolve the complaint.

A written record will be kept of all complaints, and of whetherthey are resolved at the preliminary stage or
proceedtoa panel meeting, along with what actions have been taken, regardless of the decision. All
correspondence, statements and records relating to individual complaints will be kept confidential, except
where the Secretary of State or a body conducting aninspection undersection 109 of the 2008 Act
requests access tothem. Information generated by a complaint may not form part of a pupil record and
therefore willbe keptseparately.

Complaints escalated to / about the Trust, CEO or Trustee
Ifa complaintis escalated to the Trust or if a complainant wishes to complain directly about the Trustthen
the complaint should be sentto the CEO via the Head of Governance to be investigated.

The Head of Governance, on behalf of the CEO, will write to the complainant acknowledging the complaint
within 10 school days of the date that the written request was received. The acknowledgement will confirm
that the complaint will now be investigated under Stage 2 of the complaint’s procedure and will confirm
the date for providingaresponse to the complainant.

Followingthe investigation, the CEO will writeto the complainant confirming the outcome within 20school
days of the date that the written complaint was received. If this time limit cannot be met, the CEO will write
to the complainant within 15school days of the date that the written complaint was received, explaining
the reason for the delay and providing arevised date by which a response willbe provided.

If the complaint concernsthe CEO or a Trustee, the complaint should be investigated by the Chairof the
Trust Board (oran independentinvestigator of their choosing). If aformal complaintisreceived aboutthe
Chairof the Trust Board, the complaint will be referred to the Head of Governance forinvestigation.

Where the Chair of the Trust Board has investigated the complaint, they will writethe letter of outcome to
the complainantand provide a copy to the CEO.

Where a complaint aboutthe Chairof the Trust board has been referred to the Head of Governance for
investigation eitherthey, orasuitable investigating officer engaged by them, will write the letter of
outcome to the complainantand provide a copy to the CEO and Chair of the Trust board.

If the complainantis not satisfied with the outcome they should write to the Head of Governance, within
10 school days of the date of the stage 2 response asking forthe complaintto be heard before a stage 3

panel.

The Head of Governance will record the date the complaintis received and acknowledge receipt of the
complaintinwriting by letter oremail within 5school days.

Requests received outside of this time frame will only be considered in exceptional circumstances.
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The Head of Governance will make all reasonable endeavours to arrange a mutually convenient date and
time forthe meeting. They will aim to convene a meeting within 15school days of receipt of the panel
meeting request. If thisis not possible, the Head of Governance will provide an anticipated date and keep
the complainantinformed.

If the complainantrejects the offer of three proposed dates without good reason the Head of Governance
will decide when to hold the meeting. It willthen proceed inthe complainant’s absence with written
submissions from both parties.

Ifthe complaintis:
e jointlyaboutthe ChairandVice Chair of the Trust board or
e theentire Trustboard or
e the majority of the Trust board

The complaint will be heard by a completely independent panel.

The complaint panel will consist of three members. None of the members of the complaint panel will have
beeninvolvedintheincidents orevents whichledtothe complaint or have beeninvolvedin dealing with
the complaintinthe previous stages or have any detailed prior knowledge of the complaint.

One of the complaint panel members will be independent of the managementand running of the Trust.

This meansthat the independent complaint panel member will not be a Trustee or an employeeof the
Trust.

A complainant may bring someone to the panel meetingto provide support. If the complaintis brought
jointly, for example by two people with joint parental responsibility, only one representative can attend on
behalf of the joint complainants. This can be a relative orfriend. Legal representatives are not permitted to
attend the meeting; these meetings are nota form of legal proceeding.

There may be occasions when legal representationis appropriate. Forinstance, if aschool or Trust
employeeiscalled as a witnessinacomplaint meeting, they may wish to be supported by union and/or
legal representation.

Complaints about staff conduct will not generally be handled under this complaint’s procedure.
Complainants will be advised that any staff conduct complaints will be considered under staff disciplinary
procedures, if appropriate, but outcomes willnot be shared with them.

Representatives fromthe mediaare not permitted to attend.

At least 7 school days before the meeting, the Head of Governance will:

e confirmand notify the complainant of the date, time and venue of the meeting, ensuring that, if
the complainantisinvited, the dates are convenientto all parties and that the venue and
proceedings are accessible

e requestcopiesofanyfurtherwritten material to be submitted tothe panel atleast5 school days
before the meeting.

Any written material willbe circulated to all parties atleast 5 school days before the date of the meeting.

Complaints Procedure Page 13 of 23



The panel will not normally accept, as evidence, recordings of conversations that were obtained covertly
and withoutthe informed consent of all parties being recorded.

The panel will also not review any new complaints at this stage or considerevidence unrelated to the initial
complaint. New complaints must be dealt with from Stage 1 of the procedure.

The meeting will be held in private. Electronicrecordings of meetings or conversations are not normally
permitted unless acomplainant’s own disability or special needs require it. Prior knowledge and consent of
all parties attending must be sought before meetings or conversations take place. Consent will be recorded
inthe minutes.

The panel will considerthe complaintand all the evidence presented. The panel can:
e upholdthe complaintin whole orin part
e dismissthe complaintinwholeorin part.

If the complaintisupheldinwholeorin part, the panel will:
e decide onthe appropriate action to be takento resolve the complaint
e where appropriate, recommend changesto the Trust’s systems or procedures to prevent similar
issuesinthe future.

The Chair of the panel will provide the complainant and the Trust with a full explanation of their decision
and the reason(s) foritin writing and the minutes of the meeting within 10 school days.

The letterto the complainant will include details of how to contact the Education and Skills Funding Agency
(ESFA) if they are dissatisfied with the way theircomplaint has been handled.

The response will detail any actions taken to investigate the complaint and provide a full explanation of the
decision made and the reason(s) forit. Where appropriate, it will include details of actions the Trust will
take to resolve the complaint.

A written record will be kept of all complaints, and of whether they are resolved at the preliminary stage or
proceedtoa panel hearing, along with what actions have been taken, regardless of the decision.

All correspondence statements and records relating to individual complaints will be kept confidential,
exceptwhere the Secretary of State ora body conductinganinspection under section 109 of the Education
and Skills Act 2008 requests access to them.

Next Steps

If the complainant believes the academy did not handle their complaintin accordance with the published
complaints procedure orthey acted unlawfully orunreasonably in the exercise of their duties under
education law, they can contact the Education and Skills Funding Agency (ESFA) afterthey have completed
Stage 3.

The ESFA will not normally reinvestigate the substance of complaints or overturn any decisions made by the
Academy or Trust. They will consider whether the Academy or Trust has adhered to education legislation
and any statutory policies connected with the complaintand whetherthey have followed Part 7 of the
Education (Independent School Standards) Regulations 2014.
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The complainant can refertheircomplaintto the ESFA online at: www.education.gov.uk/contactus, by
telephoneon: 0370 000 2288 or by writingto:
Academy Complaints and Customer Insight Unit

Education and Skills Funding Agency
Cheylesmore House

5 Quinton Road

Coventry

CV12wT

The Role of the ESFA (Education and Skills Funding Agency)
Anyone canraise a complaintabout a school or a member of the school's staff to the ESFA. Before
escalatingaschool or Trust complaint, the ESFA expects that complainants will have completed local
complaints procedures first.
The exceptionstothisinclude when:

e childrenare at risk of harm

e childrenare missingeducation

The ESFA cannot overturn the decision abouta complaint. Theirrole is to make sure the complaintis
handled properly by following a published procedure that complies with part 7 of the Education
(Independent School Standards) Regulations 2014.

The ESFA will only considerthe complaintif the complainant can provide evidencethatthe school or Trust:
e doesnothave a complaints procedure.
e didnot provide acopy of its complaints procedure when requested.
e doesnothave a procedure that complies with statutory regulations.
e has notfollowedits published complaints procedure.
e hasnotallowedits complaints procedure to be completed.

The ESFA are notable to:

e overturna panel'sdecision.

e re-investigatethe original complaint.

e reviewtheaccuracy of minutestaken ordocuments provided.
orderthat compensationis paid.

e directthe school to discipline/exclude pupils.

e force the school to discipline/dismiss staff.

e instructthe school to apologise.

The ESFA will intervene if aschool or Trust has:
e breachedaclauseinitsfundingagreement.
e failedtoactinaccordance withitsdutiesundereducationlaw.
e acted(oris proposingto act) unreasonably when exercising related education functions.

When considering acomplaint, the ESFA will reviewall the evidence provided toit, including the school's
published policies, to determinewhetheritis appropriate to take any action. Action taken, where
appropriate, typically involves explaining the legislative framework and what it meansin practice at the
Trust level orrecommending improvements to statutory policies.

In some instancesitmay be appropriate toissue a warning notice (where leadership and governance has
broken down or safetyisthreatened)andthenissue a Notice to Improve (Ntl). The Ntl would set out the
conditions that would need to be fulfilled for the Ntl to be lifted.

Complaints Procedure Page 15 of 23


http://www.education.gov.uk/contactus

If serious failings are identified, the ESFA may share information about the complaint and their findings
with relevantbodies, such as local authorities and Ofsted, to make sure that appropriate safeguarding,
remedial or preventative actionis taken.

If an immediate safeguarding concernis raised, the ESFA will always refer thisimmediately to the LADO
(Local Authority Designated Officer).

Managing Serial and Unreasonable Complaints
The Academy and Trust will always do our best to be helpful to people who contact us with:

e acomplaint
e arequestforinformation

There may be occasions when, despiteall stages of the complaint’s procedure havingbeen followed, the
complainantremains dissatisfied. If acomplainant tries to re-openthe same issue, the Trust may inform
themthat the procedure hasbeen completed and that the matteris now closed.

If the complainant continuesto contactthe Academy or Trust on the same issue, once the complaint’s
procedure has been completed, the correspondence may then be viewed as 'serial' or 'persistent'and we
may choose notto respond.

Under no circumstances will acomplaint be considered 'serial' should the complainant exercise theirright
to refertheir complainttotheir MP, regardless of which stage the complaint has reached.

It may be that the Trust will consider complaints as vexatious. The characteristics of a 'frivolous'or
'vexatious' complaintare:
e complaints which are obsessive, persistent, harassing, prolific, repetitious.
e insistence upon pursuing unmeritorious complaints and/or unrealisticoutcomes beyond all reason.
e insistence upon pursuing meritorious complaintsinan unreasonable manner.
e complaints which are designed to cause disruption orannoyance.
e demandsforredressthatlack any serious purpose orvalue.

The Trust will notrefuse to accept further correspondence or complaints from anindividual they have had
repeat or excessive contact with. Only the subject or content of the complaint may be considered ‘serial’,
‘persistent’ or ‘vexatious’.

The decision to stop responding will never be taken lightly. The Academy and Trust will ensure the
following beforedecidingto stop responding:
e we havetakeneveryreasonable steptoaddressthe complainant's concerns.
e thecomplainanthasbeen givenaclearstatement of our position and theiroptions.
e the complainant contacts the Trust or Academy repeatedly, making substantially the same points
each time.
e thecomplainant’s letters, emails, ortelephonecalls are often oralways abusive or aggressive.
e the complainant makesinsulting personal comments about or threats towards staff.
e wehavereasonto believetheindividual is contacting us with the intention of causing disruption or
inconvenience.

The Academy or Trust would not stop responding just because anindividual is difficult to deal with orasks
complex questions.

If the decisionis takentostop respondingtoanindividual, they will be informed of this decision.
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If an individual's behaviouris causing asignificant level of disruption, regardless of whether ornotthey
have raised a complaint, the Academy or Trust may implement a tailored communication strategy. For
example, we may:

e restrictan individualtoa single point of contactviaan email address.

e limitthe numberof timesthey can make contact, such as a fixed number of contacts per term.

Regardless of the application of any communication strategy, we will provide parents and carers with the
information they are entitled to under The Education (Pupil Information) (England) Regulations 2005,
within the statutory time frame.

Different procedures apply to freedom of information (FOI) and data protection (DP) correspondence.

If an individual persists tothe point that may constitute harassment, the Academy or Trust may seek legal
advice.

Barring from school premises

Although fulfillinga publicfunction, the Academy is a private place. The publichas no automaticright of
entry. The Academy may, therefore, need to act to ensure they remain a safe place for pupils, staff and
other members of theircommunity.

If an individual's behaviouris a cause for concern, a Headteacher can ask themto leave the Academy
premises. In some cases, individuals can be barred from entering school premises.

The Headteacher’s request to bar will be reviewed by the Trust CEO with the Head of Estates (for Health
and Safety considerations), the Head of HR and/orthe Head of Safeguarding.

They will take into account any representations made by the individual and decide whetherto either
confirmor liftthe bar. If the decisionis confirmed, the individual should be notified in writing, exp laining:
e howlongthe bar will beinplace.
e whenthedecisionwill be reviewed.

Policy Review
This policy will be reviewed annually, in line with Department for Education guidance, orsoonerif
necessary.
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Appendix 1: Complaint Form
Please completeandreturnto eitherthe Headteacher, or Chair of Governors viathe Academy office orthe

Head of Governance asindicated above who will acknowledge receipt and explain what action willbe
taken.

Your name:

Pupil’s name (if relevant):

Your relationship to the pupil (if relevant):

Address:

Postcode:

Day time telephone number:
Eveningtelephone number:
Email address:

Please give details of your complaint, including whetheryou have spoken to anybody at the Academy
about it.
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What actions do you feel mightresolve the problem at this stage?

Are you attaching any paperwork? If so, please give details.

Signature:

Date:

Official use

Date acknowledgementsent:

By who:

Complaintreferred to:

Action taken:

Date:

Complaints Procedure Page 19 of 23



Appendix 2: Roles and Responsibilities

Complainant
The complainant will receive a more effective responseto the complaintif they:

explainthe complaintinfull asearly as possible.

co-operate with the academy in seekingasolutiontothe complaint.

respond promptly to requests forinformation or meetings orin agreeing the details of the complaint.
ask forassistance as needed.

treat all those involvedinthe complaint with respect.

refrainfrom publicising the details of their complaint on social media and respect confidentiality.

Complainants should be aware that if a complaintis raised and they do not engage with subsequent
correspondence orrequests forinformation, an investigation may be carried outand completed intheir
absence.

Complaints Co-ordinator
This could be the Headteacher, Head of Governance, or otherstaff member providing administrative
support.

The complaints co-ordinator will:

act as the main point of contact for the complainant and the subject of the complaint.

ensure thatthe complainantis fully updated at each stage of the procedure.

liaise with staff members, Headteacher, Chair of Governors, Head of Governance, Head of HR and

Trust to ensure the smooth running of the complaint’s procedure.

be aware of issues regarding:

e sharingthird party information.

o additional support. This may be needed by complainants when makinga complaintincluding
interpretation supportorwhere the complainantisachild or youngperson.

keeprecords.

Head of Governance

The Head of Governance is the contact point forthe complainantand the panel at stage 3 and will:

ensure thatall people involvedinthe complaint’s procedure are aware of theirlegal rights and
duties, includingany under relevant legislation.

setthe date, time and venue of the stage 3 panel meeting, ensuring that the dates are convenientto
all parties (ifthey are invited to attend) and that the venue and proceedings are accessible.

collate any written material relevant to the complaint (for example, stage 1 paperwork, school and
complainant submissions) and senditto the partiesin advance of the meeting within the agreed
timescale.

arrange forthe proceedingstobe clerked.

circulate the minutes of the meeting.

notify all parties of the committee’s decision.
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Head of HR
The Head of HR will:
e actas HRadviserand supportfor the subject of the complaint.
e appointasuitable memberof the HR teamto act as Investigatorforcomplaints related toa
Headteacheratstage 2.

Investigator
The investigator'srole is to establish the facts relevantto the complaint by:
e providingacomprehensive, open, transparent and fair consideration of the complaint through:
o sensitiveandthoroughinterviewing of the complainantto establish what has happened and who
has beeninvolved.
o interviewingstaff and children/young people and otherpeoplerelevantto the complaint.
o consideration of recordsand otherrelevantinformation.
o analysinginformation.
e liaisingwiththe complainantand the complaints co-ordinator as appropriate to clarify what the
complainantfeels would put things right.

The investigatorshould:
e conduct interviews with an open mind and be prepared to persistinthe questioning.
o keepnotesofinterviews orarrange foran independent note takerto record minutes of the meeting.
e ensure thatany papers produced duringthe investigation are keptsecurely pending any appeal .
e be mindful of the timescalestorespond.
e prepare acomprehensive reportforthe Headteacher or complaints co-ordinatorthatsets out the facts,
identifies solutions and recommends courses of action to resolve problems.

The Headteacher or complaints co-ordinator will then determine whetherto uphold ordismiss the
complaintand communicate that decision to the complainant, providing the appropriate escalation details.

Stage 3 Panel Chair
The panel’s chair, who is nominated in advance of the meeting, should ensure that:
e both parties have been asked to provide any additional information relating to the complaintby a
specified date in advance of the meeting.
e the meetingisconductedinaninformal manner,is notadversarial, and that, if all parties are invited
to attend, everyoneistreated with respectand courtesy.
e complainants who may not be usedtospeakingatsuch a meetingare putat ease. Thisis particularly
importantif the complainantisa child/young person.
e theremitof the panelisexplainedtothe complainant.
e written materialis seen by everyone in attendance, provided it does not breach confidentiality orany
individual’s rights to privacy.
e ifa newissuearisesitwould be useful to give everyone the opportunity to considerand comment
uponit; this may require a shortadjournment of the meeting.
e boththe complainantand the school are given the opportunity to make theircase and seek clarity,
eitherthrough written submissions ahead of the meeting orverbally in the meetingitself.
e theissuesareaddressed.
e keyfindings of fact are made.
e the panelisopen-mindedandactsindependently.
e no memberofthe panel hasan external interestinthe outcome of the proceedings orany
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involvementinan earlierstage of the procedure.
the meetingis minuted.

they liaise with the Head of Governance.

Stage 3 Panel Members
Panel members should be aware that:

the meetingmustbe independentand impartial and should be seen to be so.

No governor/trustee may siton the panel if they have had a prior involvementin the complaintorin
the circumstances surrounding it.

the aim of the meeting should be to resolve the complaintand achieve reconciliation between the
Academy and the complainant.

the complainant might not be satisfied with the outcome if the meeting does notfind in theirfavour.
It may only be possible to establish the facts and make recommendations.

many complainants will feel nervous and inhibited in aformal setting.

parents/carers often feelemotionalwhen discussing an issue that affects theirchild.

extracare needsto be taken when the complainantisa child/youngperson and presentduringall or
part of the meeting

careful consideration of the atmosphere and proceedings should ensure that the child/young person
doesnotfeelintimidated.

the views of the child/young person must be respected and given equal consideration to those of
adults.

if the child/young personisthe complainant, the panel should ask in advance if any supportis
neededto help them present theircomplaint. Where the child/young person’s parentis the
complainant, the panel should give the parent the opportunity to say which parts of the meeting, if
any, the child/young person needs to attend.

the parentshould be advised that agreement might not always be possible if the parent wishes the
child/youngperson to attend a part of the meetingthatthe panel considersis notinthe child/young
person’s bestinterests.

the welfare of the child/young personis paramount.
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Appendix 3: Stage 3 Meeting Procedure
During the meeting:

Everyone attending should be inthe room at the same time to ensure an open and transparent meeting
for all parties.

The complainantand Headteacher (or their representative) should provide all the relevantinformation
they wish and the stage 3 panel members should clarify any points. Afterthe complainantand
Headteacher (ortheirrepresentative) have provided all the information they wish, the chair will ask all
parties toleave exceptthe committee members and the clerk.

Although thisis a formal meeting, every effort should be made to make it as informal as possible forall
concerned.

Consideration may need to be given to the seating arrangements to make everyone feelequal and
comfortable.

The clerk should take notes of the meeting, listingwho is present:

Members of the panel, statingwhoiis the chair of the panel,

Headteacher(ortheirrepresentative) and any other members of Academy staff,

Investigating Officer

Parents/third party membersand anyone accompanyingthem e.g. friend,

Clerk

The chair of the panel should open the meeting stating the purpose and the format of the meetingto
clarify thisto allinattendance.

People present should introduce themselves stating theirreasonforbeingatthe meeting.

The chair of the panel should requestaverbal statement from the complainantin support of their
written letter of complaintand why they feel the issue has not been resolved. The panel members can
ask questionsto make sure they understand the issue from the complainant’s point of view.

The chair of the panel should requestaverbal statement from the Headteacher (or theirrepresentative)
or investigating Officerin support of their written account of the complaintand the steps taken to
resolve the issue. The panel members can ask questions to make sure they understand the issue from
the academy or Trust’s point of view.

The members of the panel should make sure they fully understand the issues and ask any further
qguestionsto clarify any points thatare still not clearto them.

The chair of the panel must ask the complainantand the Headteacher (or theirrepresentative) or
Investigating Officer if they are satisfied that they have provided all the information they wanted to or if
thereissomethingthey wishtoadd and if they feel they have had afair hearing.

When the Panel members understand all the issues, the chairwill ask all partiesto leave except the
panel membersand the clerk.

After the meeting:

The panel membersthendiscussthe issuesin private and the clerk remains to record the decision. The
clerk will not record the panel’s discussion

The panel will need to considerthe information then come toadecision and suggest away to resolve
theissue, takinginto accountthe bestinterests of the child or children

When the panel has reached a decision, the clerk will inform everyone concerned in writing as soon as
possible, butinany event, within 10working days of the meeting viathe complaint’s co-ordinator,
usually the Head of Governance at this stage.

The decision of the stage 3 panelisfinal and thereis noright of appeal.
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