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1. Introduction
St Mary’s Church of England Primary Academy (the ‘Academy’) follows this Trust‑wide policy to ensure concerns and complaints are handled promptly, fairly and consistently. Our aim is to resolve issues at the earliest possible stage and to learn from feedback to improve practice.
2. Roles & Responsibilities (Overview)
The ACT Chief Executive Officer holds overall responsibility for a consistent approach across the Trust. Day‑to‑day operation of this procedure at the Academy rests with the Headteacher. Staff should first seek to resolve difficulties informally with the most appropriate colleague or line manager. If that is not possible, this procedure applies. See Appendix E for detailed role descriptions.
3. The Difference Between a Concern and a Complaint
Concern: an expression of worry or doubt for which reassurance is sought.
Complaint: an expression of dissatisfaction about action taken or lack of action.
We aim to resolve concerns quickly and informally wherever possible. If you remain dissatisfied, you may proceed under this procedure.
4. How to Raise a Concern or Make a Complaint
Concerns can be raised in person, in writing or by phone with the class teacher or Headteacher. Complaints are initiated by making an Informal Complaint (Stage 1). With consent, a third party may raise a concern/complaint on your behalf. Please do not approach individual governors—this may prevent them from taking part at a later stage.
Mark correspondence about staff conduct (except the Headteacher) to the Headteacher via the Academy office as ‘Private and Confidential’. Complaints about the Headteacher should be addressed to the Chair of Governors via the Academy office; complaints about the Chair/individual governors/the governing body should be addressed to the Clerk via the Academy office.
Reasonable adjustments will be made under the Equality Act 2010 to help you access this procedure (e.g., alternative formats, assistance with form completion, accessible meeting locations).
5. Anonymous Complaints
Anonymous complaints are not normally investigated. The Headteacher or Chair of Governors will decide whether the matter warrants investigation.
6. Timescales
Raise complaints within three months of the incident (or the last in a series). Complaints outside this window may be considered in exceptional circumstances. Complaints made outside term time will be treated as received on the first school day after the holiday.
7. Time Limits & Flexibility
We aim to consider and resolve complaints promptly within the timescales described. Where further investigation is needed, we will set and communicate a revised deadline with an explanation.
8. Scope of this Procedure
This procedure applies to complaints about facilities or services provided by the Academy. It does not cover complaints handled under separate statutory procedures or about third‑party providers operating on Academy premises. Examples include:

	Area/Exception
	How to raise / who to contact

	Admissions; statutory assessments of SEND; academy re‑organisation
	Local Authority admissions/education teams (e.g., Cambridgeshire 0345 045 1370; Norfolk 01603 638035; Peterborough 01733 864007; Suffolk 0345 600 0981).

	Child protection / safeguarding matters
	Handled under our Safeguarding policy. Contact LADO/MASH as appropriate (e.g., Cambridgeshire LADO 01223 727968/727969/727967; Suffolk 0300 123 2044; Norfolk 01603 307797; Peterborough 01733 864038).

	Exclusions
	See government guidance on exclusions. Behaviour policy concerns follow this procedure.

	Whistleblowing (staff/volunteers)
	Use ACT whistleblowing procedure

	Staff grievances
	Handled under internal grievance procedures.

	Staff conduct
	Will be dealt with as a complaint against the Academy. Disciplinary outcomes remain confidential.


9. Resolving Complaints
Acknowledging where things went wrong (in whole or in part).
Explanation and, where appropriate, an apology.
Assurance and timescales for preventing recurrence; policy review if needed.
10. Withdrawal of a Complaint
If you wish to withdraw your complaint, please confirm in writing.
11. Stage 1 — Informal Complaint
Raise the matter with the relevant member of staff or the Headteacher (in person, by letter, phone or email). We will acknowledge within **2 school days** and aim to respond within **5 school days**. A meeting may be offered. If unresolved, you may escalate to a Formal Complaint (Stage 2).
12. Stage 2 — Formal Complaint
Submit to the Headteacher via the Academy office (ideally using the Complaint Form in Appendix A) or by email/letter clearly stating it is a Formal Complaint. Acknowledgement will be sent within **2 school days** (or as soon as practicable outside term). The Headteacher may delegate investigation to a senior leader but not the decision.
The investigation may include interviews (with the option to be accompanied) and review of records. A formal written response will normally be provided within **15 school days** of receipt; if delayed, a revised timescale will be communicated. Outcomes may include: withdrawn, dismissed, handled under another procedure, or upheld (with actions).
If the complaint concerns the Headteacher or a governor (including the Chair/Vice‑Chair), a suitably skilled governor will undertake Stage 2. Where the complaint is about the Chair/Vice‑Chair jointly, the whole governing body, or where no governor is available, an investigator from outside the Academy (which may be within ACT) will consider Stage 2.


13. Stage 3 — Governing Body Review
If dissatisfied with Stage 2, write to the Chair of Governors within **10 academy working days** setting out why you remain dissatisfied and the remedy sought. The Chair (or appropriate ACT representative where required) will review the complaint, may meet with you, and will provide a written decision within **15 school days** of receipt.
14. Stage 4 — Complaints Panel (Final Trust Stage)
If still dissatisfied, request Stage 4 by writing to the Trust Executive Director (Complaints) within **10 school days** of receiving the Stage 3 outcome, explaining why you remain dissatisfied and the remedy sought.
The clerk/nominated Trust administrator will coordinate timelines. The Academy will normally submit a written response within **10 school days**; investigations typically conclude within **15 academy working days** (longer if necessary, with revised time limits notified). A panel of at least three members (including one independent of day‑to‑day Trust management) will be convened.
If you reject three successive proposed dates, the clerk/administrator may set a date and proceed in your absence based on written submissions. You may be accompanied by a friend (not a Trust employee); legal representation and media attendance are not permitted.
The meeting is private and non‑adversarial. Both parties may present their case, ask questions, and make final comments. The panel may uphold/dismiss the complaint in whole or part, decide actions to resolve the matter, and recommend procedural changes. The panel’s decision is **final** within the Trust. A written outcome will be sent within **5 school days**; a copy will be retained by the Headteacher.
15. Next Steps (Department for Education)
If you believe the Trust has not followed its procedure correctly, or has acted unlawfully or unreasonably under education law, you may refer the matter to the Department for Education once Stage 3 is complete. The DfE does not normally reinvestigate the substance of complaints. Contact: www.education.gov.uk/contactus | Tel: 0370 000 2288 | Address: Department for Education, Piccadilly Gate, Store Street, Manchester, M1 2WD.


16. Serial or Persistent Complainants
A complaint may be considered invalid where it repeats a matter already addressed; is obsessive, persistent, harassing, defamatory or repetitive; includes knowingly false information; is pursued in an unreasonable manner; changes basis during investigation; seeks unrealistic outcomes; or is designed to cause disruption or excessive demands on time.
We will take reasonable steps to address concerns and explain our position. If disruptive contact continues, we may implement communication strategies (e.g., single point of contact, limits on contact frequency, engaging a third party).
We may stop responding where we have taken reasonable steps, set out our position, and repeated contact appears intended to cause disruption. We will notify you if we stop responding and will continue to consider any new complaints raised.
Serious aggression or violence will be reported to the police and may result in barring from site.
Duplicate complaints from others on the same subject will be reviewed for new information; otherwise, we will signpost to the DfE if dissatisfied with our original handling.
For high‑volume complaints on the same topic from unconnected individuals, we may publish a single response on the website and/or send a template response.
17. Confidentiality
All correspondence, statements and records relating to individual complaints are kept confidential, except where disclosure is required by the Secretary of State or an inspector under section 109 of the Education and Skills Act 2008.
18. Record Keeping
We keep a written record of formal complaints (Stages 2–4), including outcomes and actions taken, regardless of whether upheld. The Trust reserves the right to record meetings; where recordings are proposed, consent will be sought and recorded.
19. Monitoring, Evaluation & Review
This procedure will be reviewed at least every two years to assess implementation and effectiveness.
20. Data Protection
Data gathered during this process is processed in line with the Trust’s Data Protection policy. Queries may be directed to the ACT Data Protection Officer 
Appendix A: Complaint Form
Please complete and return to the appropriate contact:
 Stage 2 (Formal): Headteacher, via the Academy office.
 Stage 3 (Review): Clerk to Governors, via the Academy office.
 Stage 4 (Panel): Trust Executive Director (Complaints) Your name:
 

Pupil’s name (if relevant):
 
Your relationship to the pupil (if relevant):
 
Address:
 
Postcode:
 
Day‑time telephone number:
 
Evening telephone number:
 
Please give details of your complaint, including whether you have spoken to anybody at the Academy about it:
 
What actions do you feel might resolve the problem at this stage?:
 
Are you attaching any paperwork? If so, please give details:
 
Signature:    Date:
 
For official use — Date acknowledgement sent:  By whom:  Referred to:  Date:
 
Appendix B: Stage 1 — Sample Letter of Outcomes (Headteacher)
Dear <insert name>,
I acknowledge receipt of your letter/email dated <insert date>.
Further to our meeting on <insert date>, I confirm the outcome of my review of your concern.
<Insert summary of discussion and outcomes>
I have investigated your concern by: <methods>.
I found the following: <findings>.
Further Actions/Recommendations: <actions>.
If you remain dissatisfied, you may escalate to a Formal Complaint (Stage 2) by writing to the Academy office.
Yours sincerely,
Appendix C: Stage 3 — Sample Letter of Outcomes (Chair of Local Governing Body)
Dear <insert name>,
Further to our meeting on <insert date> / your letter dated <insert date>, I have reviewed your complaint and report the following:
<Summary of concerns, review and outcomes>
If you remain dissatisfied, you may request consideration by the Trust Stage 4 Complaints Panel within 10 school days of receiving this letter.
Yours sincerely,
Appendix D: Stage 4 — Letter of Outcome (Appeal Panel)
Dear <insert name>,
I am writing to let you know the conclusions and recommendations reached at the Stage 4 panel meeting held on <insert date>.
<Summary of conclusions and recommendations>
A record of your complaint will be kept on file by the Academy.
If you believe the governors have acted unreasonably or failed to discharge duties under legislation, you may write to the Secretary of State for Education at Sanctuary Buildings, Great Smith Street, Westminster, London SW1P 3BT.
Yours sincerely,
<insert name>, Chair of the Complaints Panel
Appendix E: Roles & Responsibilities
Complainant
Explain the complaint in full as early as possible and respond promptly to requests.
Co‑operate with the Academy, ask for assistance as needed, and treat all involved with respect.
Refrain from publicising details on social media and respect confidentiality.
Investigator
Provide a comprehensive, open, transparent and fair investigation (interviews, records review, analysis).
Conduct interviews with an open mind; keep notes/minutes; secure all papers; be mindful of timescales.
Prepare a clear report setting out facts, possible solutions and recommended actions for the decision‑maker.
Complaints Co‑ordinator
Keep the Complainant updated at each stage and liaise with relevant parties to ensure smooth progress.
Be aware of issues around sharing third‑party information and providing additional support (e.g., interpretation, accessibility).
Maintain accurate records.
Clerk to the Governing Body
Advise parties on rights and duties (e.g., Equality Act 2010, FOIA 2000, DPA 2018, GDPR).
Arrange meetings (date, time, venue), ensure accessibility, collate and dispatch papers within agreed timescales.
Record proceedings, circulate minutes and notify all parties of decisions.
Panel Chair
Ensure both parties provide any additional information by a specified date before the meeting.
Conduct a courteous, informal, non‑adversarial meeting; support those unfamiliar with such meetings, including children/young people.
Ensure fairness, confidentiality, independence, and accurate minutes; liaise with the clerk.
Panel Members
Remain independent and impartial; avoid involvement if previously connected to the matter.
Aim to resolve the complaint and achieve reconciliation where possible; establish facts and make recommendations.
Take extra care where a child/young person is involved; the welfare of the child/young person is paramount.
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