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1. Introduction

The Board of Trustees has overall responsibility for this policy. The Board is responsible for

the effectiveness of actions taken in response to concerns raised under this policy.

This guidance and complaints procedure is intended to be a good practice guide that will

apply to most general complaints received by the Trust’s schools. The aim of this

procedure is to seek a resolution to a complaint in a sympathetic and efficient way and

restore positive relationships and confidence of parents and students. In the case of

parental complaints the aim is to arrive at a resolution that is in the best interests of their

child whilst taking into account the interests and special educational needs of all children

or students in the school. The Trust treats all complaints seriously and parents and/or

students will never be made to feel that raising a concern/complaint will adversely affect

the student’s future at the School, or place the student at a disadvantage in any way

There is a separate policy on anti-bullying and how parents can work with the school to try

and prevent this. Bullying is a common cause for concern for both parents and children

which is best dealt with by the school and parents working in partnership. Complaints

regarding bullying are subject to these complaint procedures.

Schools must ensure these procedures are published to parents and others. For all schools

within GLF Schools, this policy complies with the Equality Act 2010 and Section 29 of the

Education Act 2002. The School is an academy and is therefore governed by the Education

(Independent School Standards) Regulations 2014 (as amended) (“the Regulations”). This

Complaints Policy has been formulated to comply with Schedule 1, Part 7 of the

Regulations (as well as equality legislation and the rules of natural justice). In the case of

any variance between the procedure outlined in this Complaints Policy and the

Regulations, the procedure outlined in the Regulations will apply.

1.1 Exceptions to this Policy

The types of complaint set out below are subject to other statutory procedures that are

separate from this general complaints procedure:

Exceptions Who to contact

Statutory assessments of

Special Educational Needs

proposals

Concerns about statutory assessments of Special

Educational Needs and the content of any resulting

statutory plans should be raised with the relevant Local

Authority. General concerns about SEND support at the

School may be raised under this policy.

School re-organisation Concerns about school re-organisation proposals should

be raised with the relevant Local Authority

Child Protection/Safeguarding Complaints about child protection matters are

handled under our child protection and safeguarding

policy and in 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).



Exclusion of children from school Parents have the right to make representation about

fixed term exclusions to an SSB (School Strategy Board)



panel. There is also a right of appeal to an

independent panel in the case of permanent exclusion.

Further information can be found in the School

Behaviour Policy.

Admissions Right of appeal to independent panel if admission is

refused. For further information, see the school’s

Admissions policy.

Whistleblowing We have an internal whistleblowing procedure for all

our employees, including temporary staff and

contractors.

The Secretary of State for Education is the prescribed

person for matters relating to education for whistle-

blowers in education who do not want to raise matters

direct with their employer. Referrals can be made at:

https://www.education.gov.uk/help/contactus/dfe.

Volunteer staff who have concerns about our school

should complain through the Trust’s complaints

procedure. You may also be able to complain direct to

the LA or the Department for Education (see link

above), depending on the substance of your complaint.

Staff grievances Complaints from staff will be dealt with under the

Trust’s internal grievance procedures.

Staff conduct Depending on the nature and seriousness of the

complaint, complaints about staff may be dealt with

under the Trust’s internal disciplinary procedures.

Complainants will not be informed of any disciplinary

action taken against a staff member as a result of a

complaint. However, the complainant will be notified

that the matter is being addressed.

Complaints about services

provided by other providers who

may use school premises or

facilities

Providers should have their own complaints procedure

to deal with complaints about service. Please contact

them direct.

National Curriculum - content Please contact the Department for Education at:

www.education.gov.uk/contactus

Section 39 School Standards &

Framework Act Complaints

regarding: Provision of

information, delivery of, or

withdrawal from, the national

curriculum, religious education or

collective worship and non-

approved external qualifications

or syllabuses.

The Trust’s agreed complaints procedure applies, but

complainant has further right of appeal to the Local

Authority.

For further information contact the appropriate Local

Education Officer Team

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


1.2 Definitions

The Department for Education (DfE) provides the following guidance as to the difference

between a concern, which should be dealt with informally, and a complaint which would

be the subject of this procedure:

A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered

to be important for which reassurances are sought’.

A complaint may be defined as ‘an expression of dissatisfaction however made, about

actions taken or a lack of action’.

‘Central Staff’ shall mean members of staff employed by the Trust to perform a role which

is Regional and/or Trust wide and not specific to one school. Central Staff includes the

executive leadership of the Trust, including the CEO.

‘Clerk to the Trust’ shall mean the person appointed for the time being as clerk to the

Trust board. Their contact details are given in section 10.

‘Headteacher’ shall mean the individual appointed for the time being to be in direct

charge of education provision at the School, including but not limited to Head of School,

Headteacher, Executive Headteacher or equivalent.

‘Parent’ shall mean a parent, carer or other individual with parental responsibility for a

current or former student at the School.

‘School’ shall mean the GLF academy to which the complaint relates.

‘School Day’ shall mean a day during term time when the School is open for students.

‘School Standards Board (SSB)’ shall mean the local governing body of the School

‘Student’ shall mean a child who attends or recently attended the School

‘The Trust’ shall mean GLF Schools of Picquets Way, Banstead, Surrey. ‘Trustee’

shall mean a trustee of GLF Schools.

1.3 Rules of Natural Justice

Simply put, the rules of natural justice relate to fairness. The School will ensure that all

concerns, difficulties or complaints are dealt with in accordance with the following

principles:

● All parties will be provided with all information and documentation pertinent to the

matters raised;

● All parties will be given the opportunity to prepare and present their case and respond

to the other parties involved;

● All persons investigating and making decisions in relation to the matters raised will be

impartial and will do so without bias (or apparent bias) to any party involved;

● All decisions made will be made on a balanced and considered assessment of the

information before him or her only;

● All decisions made will be based upon logical conclusions, and not based on mere

speculation or suspicion;

● All decisions made will be supported by detailed reasons which will be disclosed to all

parties involved.



2. General Principles

The aim of these guidelines is to achieve a resolution to concerns and complaints made by

parents or members of the public. Most concerns can be resolved informally without any

need to involve SSB members or Trustees. However, if a concern becomes a complaint then

this four-stage process will be used. Normally each stage of the process must be

completed before proceeding to the next stage. In exceptional circumstances the Chair of

Trustees, or an SSB Member or Trustee appointed by the Chair of Trustees to act on their

behalf, may agree with the complainant that it is in the best interests of a resolution of

the complaint to skip one or more stages. Any such agreement will be recorded in writing.

The Trust’s aim is to build a positive relationship between Parents, the School and the

staff; this relationship should be based on mutual respect and an understanding that all

parties have the Student’s best interests at heart. This is the basis on which all schools

operate and is another key principle of these procedures.

A complaint should normally be raised within three months of the incident or, where a

series of associated incidents have occurred, within three months of the last of these

incidents (see section 7 below for further information on Timescales). Complaints made

outside term time will be deemed to have been received on the first School Day after the

holiday period. Any complaint raised will be treated seriously and courteously.

Complainants will be given the opportunity to make their concerns known and school staff

must be given time to properly investigate them in order for the matter to be resolved to

everyone’s satisfaction. It is important that Parents have confidence in these procedures

and know that the matter will be investigated impartially and dealt with as quickly as

possible. Resolving concerns involves balancing the rights and responsibilities of Students,

Parents and School staff; there should be recognition that responsibility rests with each of

these parties.

Throughout this policy, where communication is to be made in writing, this shall include

email. To comply with equalities legislation the School will be sensitive to the individual

needs and circumstances of the complainant. No-one will be excluded from the complaints

system because of any difficulties they may have in representing themselves either in

writing or in person.

The Trust’s complaint procedure is available on the Trust website www.glfschools.org or

from the School office.

The Trust and the School recognise that some people will need help in pursuing their

complaint and consideration will be given to putting complainants in touch with a suitable

agency which can help them, e.g. Area Education Officer (AEO) Teams, Partnership with

Parents, Race Equality and Minority Achievement Team.

The investigation of a complaint will not deal with staff disciplinary matters. If, however,

during the course of considering a complaint, it is concluded that disciplinary procedures

should be initiated, this will be considered as a separate action. Decisions regarding staff

disciplinary matters and/or the disciplining of SSB members are for the SSB and/or Board

of Trustees to make, and fall outside of the scope of this procedure.

Confidentiality will be maintained at all times by all concerned, and all documents

associated with any complaints will be kept confidential except where the Secretary of

http://www.glfschools.org/


State



or a body conducting an inspection under section 109 of the 2008 Act requests access to

them, or the Trust is required to make disclosure by another legal authority. All

conversations and correspondence must be treated with discretion. However, complainants

will need to accept that some sharing of information within the School will be inevitable if

the complaint is to be investigated fully and fairly. This will be done with sensitivity and

will take into account confidentiality.

The Trust is mindful of the Data Protection Act and the General Data Protection

Regulations (EU) 2016/679 (GDPR) and Schools are not allowed to disclose personal

information relating to third parties, i.e. other students, other parents, staff etc.

Where a complaint is brought by an individual who is not a Parent and/or concerns a

matter that is not education-related the parties may agree, in the interests of achieving a

timely and appropriate resolution, to adopt an amended procedure. Any such agreement

should be documented in writing.

Anonymous complaints, whilst difficult to manage and resolve, will be recorded and

referred to the Headteacher or Clerk to the Trust in the same way as other complaints.

The fact that a complaint is from an anonymous source should not in itself justify a

decision not to investigate the matter, but such complaints will not be investigated under

the procedure in this policy. The fact that a complaint is from an anonymous source would

not rule out referral to other procedures as appropriate, e.g. child protection.

The School and/or the Trust may, if they feel it would be beneficial, suggest mediation if

stage 3 of the procedure has been completed without a satisfactory resolution.

Section 5 of this policy deals with the circumstances where a complaint relates to the

conduct of an SSB member or Trustee.

3. Model procedure for dealing with general complaints

3.1 Stage One - Discuss concern with a member of school staff

Complainant School Normal Timescale

Raise a concern

with an appropriate

member of staff

Within 3 months of

the incident to

which the concern

relates

Appropriate

member of staff to

discuss the concern

with the

complainant and

resolve

5 School Days

3.1.1 Guidelines

� The vast majority of concerns and complaints can be resolved informally, often straight

away by the class teacher, form tutor or appropriate senior leader, e.g. Deputy Head or

Head of Year.

� If a concern is raised at this stage with an SSB member or Trustee, they will refer the

complainant to the most appropriate member of staff and inform the Headteacher. SSB



members should not be involved in the early stages of complaints.



� Complainants must feel able to raise concerns with School staff without any formality,

either in person, by telephone or in writing. On occasion it may be appropriate for

someone to act on behalf of a complainant and the School will be sensitive to the

needs of individuals. At first it may be unclear whether the complainant is asking a

question or expressing an opinion rather than making a complaint, therefore, it may be

appropriate to have a preliminary discussion about an issue to help decide whether or

not the complainant wishes to take it further. Concerns should be raised in private, at

an appropriate time and not when other parents, students or staff can overhear,

otherwise it is difficult for the School to observe confidentiality.

� Schools will act to ensure that the School remains a safe place for students, staff and

members of the community. Abusive, threatening or violent behaviour will not be

tolerated and people behaving in this way will be removed from the site, and risk

prosecution.

� Concerns should be raised as soon as possible after an incident arises to enable an

effective investigation and resolution to be affected.

3.1.2 Procedure

� The complainant will be given an opportunity to discuss their concerns privately with

the appropriate member of staff who can clarify the nature of the concern. If the

complainant is unclear who the appropriate member of staff is they should contact the

School office in the first instance. It may be helpful at this point to identify the

outcome being sought.

� In many cases this will lead to immediate resolution of the issue but in some

circumstances the staff member will need to have some time to investigate the

concerns and respond.

� The member of staff will ensure that appropriate action is taken to deal with the

matter speedily - usually within five School Days. If the issue meets the guidance for a

complaint, staff will also notify the Headteacher that a complaint has been raised.

More complex issues may take longer to resolve, and the complainant will be notified

if that is the case, and informed of an appropriate timescale.

� Where the concern relates to the specific actions of a member of staff, the

complainant should initially meet with a senior member of staff to discuss the problem

(see Stage Two). In the rare circumstances where the complaint is against the

Headteacher and is of a serious nature, then you should contact the Clerk of the Trust,

and proceed to Stage Three of the process.

� In most cases the member of staff who is dealing with the complaint will respond

verbally. This stage of the process seeks to resolve the complaint as informally as

possible. A written response will only be provided if this seems to be the best way of

making the process or the outcome clear.

� Where a response (verbal or written) has been received but is considered to be

unsatisfactory, then the complainant should inform the Headteacher within ten School

Days that they wish the complaint to be considered further (Stage Two).

� Written records of all concerns/complaints raised under this policy will be kept as set

out in section 8 below.



3.2 Stage Two- Consideration by the Headteacher

Complainant Headteacher Normal Timescale

If concern not resolved

from stage 1, inform the

Headteacher in writing

3 School Days

Attend meeting with

Headteacher where invited

Usually arrange a meeting

with the complainant to

discuss the complaint
10 School Days

Investigate the complaint

and provide a written

response

3.2.1 Guidelines

� It should by now have become clear that the concern is a definite complaint. In some

cases, the Headteacher will already have been involved in trying to resolve the matter

informally or it may be his/her first involvement. In either case, it will be important

for both the complainant and the Headteacher (or member of staff designated by the

Headteacher to investigate the complaint) to adhere to these guidelines and general

principles to ensure the School deals consistently with all complaints and to make sure

that nothing happens at this stage that could make it difficult for the later stages to

proceed smoothly.

� It should be possible at Stage 2 to reach an agreed solution to the problem. It needs to

be considered that the aim is to progress the matter for the benefit of the Student,

the Parent, the School, the Trust and the local community. Prolonging a complaint is

unhelpful and may inhibit the resolution at a later stage.

� If your complaint is about the conduct of the Headteacher and/or Central Staff then

you must contact the Clerk of the Trust, who will initiate Stage 3 of the complaints

procedure.

3.2.2 Procedures

� Stage 2 complaints should be in writing using the form in appendix 2, unless the

complainant is unable to express the complaint in writing. The complaint should set

out clearly the actions taken or not taken by the School which are the subject of the

complaint.

� The letter/email should normally be acknowledged in writing within three School

Days of receiving the complaint. The acknowledgement will include a copy of the

complaints procedure and a target date for providing a response to your complaint.

This will normally be within ten School Days. Where this is not possible, an email will

be sent explaining the reasons for the delay and giving a revised target date.

� The Headteacher (or designated member of staff) will normally offer an opportunity

for the complainant to meet with him/her to discuss their complaint and supplement

any of the information provided previously. If the complainant would like a meeting

with the Headteacher they should request this.

� At a meeting with the Headteacher a note taker (not an SSB member) may be present

to record the main points of the discussion; they will let the complainant have a copy

of the notes. The complainant may, if they wish, be accompanied to this meeting by a

friend, relative, representative or advocate who can speak on their behalf. They

must, however, inform the School, in advance, whom they intend to bring to the

meeting. The School will facilitate interpreting facilities, if required, provided that



notice is given of such requirements.

� Where required, the Headteacher will investigate further. The Headteacher’s

investigation notes are for the purpose of the investigation only and are covered by

the Data Protection Act 1998 and GDPR in so much as they are likely to contain

personal information about other students or staff. They will therefore not be

available to the complainant.

� Once all relevant facts have been established, the Headteacher will then write to the

complainant and may wish to meet them to discuss/resolve the matter directly. A

written response will include a full explanation of the decision and the reasons for it.

Where appropriate, this will include what action the school will take to resolve the

complaint.

� Where the Headteacher considers that disciplinary action, for either a staff member

or a student is required, the complainant will be informed that appropriate action has

been taken, but the specific sanction will remain confidential and cannot legally be

disclosed for reasons of confidentiality and the rights of individuals.

3.3 Stage Three – Consideration by a nominated SSB member or Trustee

Complainant Clerk to the

Trust

Chair of

Trustees

SSB Member /

Trustee

Normal

Timescale

If complaint not

resolved at stage

2, send

complaints form

to the clerk

requesting stage

3

5 School

Days

Contact the

Chair of

Trustees

Identify an

appropriate SSB

Member or

Trustee to carry

out the

investigation

5 School

Days

Acknowledge

receipt of the

complaint

form

Meet with the

investigating SSB

Member /

Trustee where

invited

Usually arrange

to meet with

the

complainant to

discuss the

complaint
15 School

Days
Investigate the

complaint and

provide a

written

response.



3.3.1 Guidelines

� If a complaint is about the conduct or actions of the Headteacher or Central Staff, or if

the Headteacher has been unable to satisfactorily resolve the issues the complainant

should complete the Complaint Form available from the School office and/or School

website. Assistance with this is available from the School. The complainant should

make clear what actions have or have not been taken by the School which have led to

the complaint.

� It is in the interest of all parties concerned to try and resolve the complaint at this

stage. It is helpful if complainants have a clear idea of the outcome they are seeking.

This should be reasonable and proportionate to the complaint and should be stated at

the outset of Stage 3.

� The Trust Chair will decide who will investigate the complaint at Stage 3. A trained SSB

member or Trustee will investigate the complaint in detail and make recommendations

to the School. This person will be precluded from reviewing the complaint at Stage 4.

One of the reasons for having a trained SSB member or Trustee at this stage in the

complaint procedure is to reassure the complainant that an impartial person is carrying

out the investigation.

� The nominated SSB member or Trustee will be objective and impartial, and whilst not

normally education experts, they will have a good knowledge of education.

� SSB members and Trustees know that this is a confidential process and will not share

information with parties other than those directly involved with the complaint - this

includes others who may have to be involved at a later stage. Complainants should not

attempt to involve other SSB members or Trustees in their complaint as this may

compromise their objectivity in taking part in any Stage 4 Review.

� SSB members and Trustees are mindful of the Data Protection Act and GDPR and will

not disclose personal information relating to third parties, e.g. other students, parents

and staff.

3.3.2 Procedure

� Complainants must complete the Complaint Form in appendix 2 (available from the

School office) in order to clarify the individual aspects of the complaint and/or to

highlight any outstanding issues unresolved at Stage 2. The form should be sent to

the Clerk of the Trust. The Clerk will arrange for an investigation into the complaint.

� The investigating SSB member or Trustee will aim to acknowledge receipt of the form

in writing within five School Days and give a target date for providing a response (this

will normally be within fifteen School Days of the acknowledgement).Where this is

not possible a communication will be sent explaining the reasons for the delay and

revising the target date.

� At this stage the investigating SSB member or Trustee will normally offer to meet with

the complainant to clarify aspects of the concern and to seek further information if

that is felt helpful to all parties.

� Complainants may, if they wish, be accompanied to any such meeting by a friend,

relative, representative or advocate. The complainant must inform the School, in

advance, whom they intend to bring to the meeting. The School will facilitate

interpreting or advocacy services if they are required. Assistance should be requested

well in advance of the meeting.

� It is important for the investigating SSB member or Trustee to remain as objective as

possible whilst conducting the investigation. Any correspondence or written

statements from previous stages of the complaint will be made available to the SSB

member or Trustees. He or she will then discuss the issues with the Headteacher



and/or other members of staff or other parties involved with the matters covered by

the complaint. On the basis of the written evidence and discussions the investigating

SSB



member/Trustee may require the Headteacher to obtain further evidence or

statements. The Headteacher’s investigation notes are covered by the Data Protection

Act 1988 and GDPR and so will not be available to the complainant.

� Once all the relevant facts have been established the investigating SSB member or

Trustee will produce a written response to the complainant. They may also wish to

meet with the complainant to discuss the findings and resolve the matter directly. A

written response should include a full explanation of the decision and the reasons for

it; where appropriate this will include the action the School and/or Trust will take or

has taken to resolve the complaint. However, if a disciplinary outcome is indicated

this information will not be shared with the complainant. If disciplinary action is

required, in order to protect the rights of the individual, the phrase “appropriate

action has or will be taken” will be used. The complainant will need to trust that the

Trust has taken the appropriate action.

3.4 Stage Four - Consideration by a Review Panel

Complainant Clerk to the

Trust

Chair of

Trustees

Review Panel Normal

Timescale

If complaint not

resolved at stage

3, write to the

clerk requesting

stage 4

5 School

Days

Contact the

Chair of

Trustees

Identify a

suitable review

panel to

undertake

stage 4 5 School

DaysAcknowledge

the request

and provide

details of

the

panel

Arrange a

meeting date

and venue

25 School

Days

Provide any

additional

evidence

Gather any

additional

evidence from

individuals

involved in

previous

stages

Collate all

evidence and

circulate to

all parties at

least 5 School

Days prior to

the meeting



Attend the

meeting and

Attend the

meeting and

take

minutes

Conduct the

meeting and



present their

case

decide on the

outcome

Provide a

written

decision to all

parties.

5 School

Days

3.4.1Guidelines

� Complaints very rarely reach this stage, however it is important to understand that

the Trustees are prepared to deal with them when necessary. All complaints that

reach this stage will have done so because the complainant has not been satisfied

by the Headteacher’s response at Stage 2 and/or the investigation by the

nominated and trained SSB member or Trustee at Stage 3.

� The purpose of Stage 4 is to review how the school has dealt with your complaint

and the conclusions reached. A panel of three will convene to review the complaint

in detail, one of whom will be completely independent of the Trust and School. The

two Trust representatives may include one or more trained SSB member(s) who

has/have not been involved in the process at an earlier stage.

� The panel will normally invite the complainant, the Headteacher and the Stage 3

investigating SSB member or Trustee to attend the meeting to explain the

complaint, findings and actions taken to date. If the complainant chooses to

decline the invitation or fails to attend, the review of the complaint will go ahead

in private (without all invitees) using only the written evidence.

� If the Review panel believes that the evidence does not support the conclusion

taken at Stage 3, or that the procedure has not been correctly followed, or that

the process is flawed in some way then it can uphold the complaint and/or direct

the School to re-investigate the matter.

� The panel will not simply overturn the decision taken by the Headteacher or the

investigating SSB member/Trustee because the complainant does not agree with

the outcome.

� A panel will provide reasons for its decision in writing. Stage 4 is the final stage of

the complaints procedure.

� This may be the last chance for a solution or compromise to be reached; every

effort should be made to reach agreement, including through mediation or

reconciliation if felt relevant, as part of the outcome.

� In the interests of equality and fairness complaint panels should normally be held

at a time and venue, which is mutually convenient for all parties to attend. This

may be at the School, in which case sufficient time should be allocated and

attention to comfort and confidentiality should be given. In some cases other

public buildings may be used to hear complaints, including other Trust schools.

� All Stage 4 decisions will be communicated in written format after the hearing. If

the complainant requires assistance in accessing the decision, the School will make

sure they are given assistance and support, providing the School is informed about

this need in advance.

3.4.2 Procedure

� The complainant should request in writing to the Clerk to the Trust that their

complaint is investigated by a Review panel. Following such a request the procedures

outlined below will be followed:



� The Clerk will write to acknowledge receipt of the written request within five

School Days. The acknowledgement will inform the complainant that a panel of 2

Trustees and/or SSB members and an independent panel member will investigate the

complaint within 30 School Days of receiving the request, unless there are

exceptional circumstances.

� The communication will also explain that the complainant, the Headteacher and the

nominated SSB member or Trustee have the right to submit any further documents

relevant to the complaint. All parties should send further documentation to the

Clerk (or person nominated to act as clerk) at least ten School Days before the

panel meeting. All parties involved should receive any relevant documents at least

five School Days prior to the panel meeting. Only in exceptional circumstances will

new evidence be accepted after this time and this is at the discretion of the Chair of

the Review Panel.

� The date, time and venue should be at a convenient time for all parties. Up to three

possible dates should be offered to the complainant but if these all fail to be

suitable then the panel meeting will be conducted in private. This will involve

detailed consideration of all the written evidence by the panel but will not require

attendance of the complainant, Stage 3 nominated SSB member or Trustee or the

Headteacher. The Clerk will be in attendance to minute the proceedings.

� Complainants may, if they wish, be accompanied to any such meeting by a friend,

relative, representative or advocate. The complainant must inform the School, in

advance, whom they intend to bring to the meeting. The School will facilitate

interpreting or advocacy services if they are required. Assistance should be

requested well in advance of the meeting.

� The Clerk will convene the meeting for the Stage 4 review and will distribute all the

paperwork. The panel will elect a Chair for the meeting, who cannot be the

Headteacher or other member of staff who is an SSB member.

� The panel may request that members of staff produce a written report, if

appropriate. The panel will not interview children or invite Students as witnesses to

the review meeting.

� It is the responsibility of the Chair of the panel to ensure that the Clerk properly

minutes the meeting and that the minutes are distributed to all parties involved at

Stage 4. Please note that the minutes are the property of the Trust.

� The aim of the meeting will be to review how the School has managed the

complaint, the conclusions reached in previous stages and, if possible, to achieve

reconciliation between you and the School. However, it has to be recognised that

sometimes it may only be possible to establish facts and make recommendations as

to future action in order to satisfy a complainant that their complaint has been

taken seriously.

� At the conclusion of the meeting the Chair should explain that the panel would

consider its decision and write to all parties with the outcome of the investigation

within five School Days.

� A report and any recommendations will be made to the school’s SSB at the next full

meeting, and a copy will be provided to the Trustees.

� A written statement outlining the decision of the panel will be sent to the

complainant, the Headteacher and the nominated SSB member/Trustee, plus where

applicable any individual who was the subject of the complaint. If any disciplinary

action is to be taken against a member of staff or student then, to protect his/her

rights, only the phrase “appropriate action has or will be taken” will be used.

� The findings and recommendations of the panel will be available for inspection on

Trust premises by the Trustees and the Headteacher.



4. Further Action

� Except in the circumstances outlined in the introduction to this guidance there is no

further right of appeal for complainants.

� Current legislation states that unresolved complaints may be considered by the

Education & Skills Funding Agency (ESFA). This provision is on the grounds that the

Trust Board members are acting or proposing to act unreasonably, or that the

Trustees



have failed to discharge their duties under legislation. Complaints of this nature are

rarely upheld, if all procedures have been followed correctly. The ESFA will not

consider a complaint unless all local procedures have been exhausted. The ESFA may

contact the Board of Trustees or the school’s SSB members. Contact details for the

ESFA are given in section 9 below.

� Ofsted may investigate complaints from parents of registered students relating to

the work of a school as a whole but will not get involved in any matter that relates

to individual students.

� The Local Government Ombudsman will not investigate internal school management

matters under the present legislation.

5. Protocol for Managing Complaints about School SSB

members and/or Trustees

5.1 Guidelines

� Complaints about individual SSB members and Trustees are very rare. They generally

relate to the conduct of an SSB member or Trustee within school, or whilst on school

business; they may include breaches of policy or confidentiality.

� Complaints about the conduct of SSB members or Trustees outside of school, in a

private capacity, do not fall within the remit of this policy.

� The same good practice principles, already set out in this policy, apply to the

management of complaints about individual SSB members or Trustees. A two stage

procedure is used and for complaints about an SSB member this should be managed

by the Chair of the SSB in person, or, in the event of the complaint being about the

Chair, by the Chair of a different SSB or a Trustee. For complaints about a Trustee

this should be managed by the Chair of the Trust in person, or, in the event of the

complaint being about the Chair, by the Vice Chair.

� The Chair of the SSB or Chair of the Trust (as the case may be) must be impartial,

objective and rigorous in their investigation of complaints about a fellow SSB

member/Trustee and demonstrate this to be the case. It is important that detailed

notes are kept and timescales are adhered to.

5.2 Procedure

� The complainant should present their complaint in writing to the SSB Chair or Chair

of the Trust (as applicable). If a complainant requires assistance the School will

facilitate this. The complainant should set out specifically the actions that have or

have not been taken by the SSB member or Trustee which form the subject of their

complaint.

� The Chair will acknowledge receipt of the complaint in writing within three School

Days and provide a target date for providing a response.

� The Chair will normally offer to meet with the complainant to clarify aspects of their

concern and to seek further information before embarking on an investigation, and

meeting notes may be taken.

� The Chair will then begin their investigation of the key issues. Please note that

children/students will not be interviewed by SSB members or Trustees.

� The Chair will report their findings and any recommendations to the complainant in

writing (and verbally if they feel this is necessary), this will usually be within ten

School Days of the date of the acknowledgment. The Chair will give reasons for the



decision to uphold, partially uphold the complaint or overturn the complaint. If there

is good reason for any delay the Chair will notify the complainant, giving a revised

target date for the completion of their investigation.



� If the complainant is not satisfied with the Chair’s response they should request a

review of how the complaint has been managed within five School Days of receipt of

the response.

� The Clerk to the Trust will write to acknowledge receipt of the written request

within 5 School Days. The acknowledgement will inform the complainant that a

Review panel of three SSB members and/or Trustees will review the complaint within

30 School Days of receiving the request, unless there are exceptional

circumstances.

� The Clerk should convene a review panel of three SSB members and/or Trustees who

have not previously been involved in the complaint.

� A further communication will explain the right of all parties to submit

documentation relevant to the complaint. Three possible dates should be offered to

the complainant, but if these are unsuitable then the review may be conducted in

private by the panel. The Clerk should be present to advise on procedure, record the

discussion and record the decision; the clerk will also produce the final letter to the

complainant.

� If the Chair (at Stage 1) or the Review Panel (Stage 2) upholds the complaint, and

feels that further action against an SSB member or Trustee is required, this will be

discussed with the SSB or the Board of Trustees as applicable as a confidential item

(Part Two business) and appropriate sanctions will be implemented. This matter will

be subject to the Data Protection Act and will not be reported in the public domain.

6. Duplicate, serial and persistent complainants,

complaint campaigns and unreasonable behaviour

6.1 Duplicate Complaints

If after closing a complaint at the end of the procedure a duplicate complaint is

received, e.g. from a spouse, partner or other family member, about the same

subject, the new complainant will be informed that the School has already

considered that complaint and the local process is complete. Should there be any

new aspects to the complaint then these will be investigated separately in

accordance with this procedure.

6.2 Serial or Persistent Complaints

In the event that, despite all stages of the complaint procedure having been

followed, a complainant remains dissatisfied and tries to re-open the same issue,

they will be informed that the procedure has been completed and that the matter

is now closed. If the complainant contacts the School again on the same issue, the

correspondence may then be viewed as ‘serial’ or ‘persistent’ and the School can

choose not to respond.

6.3 Guidelines for Unreasonably Persistent Complaints

The majority of people with complaints or concerns about schools behave reasonably

in pursuing their complaint. This means that they:

� Treat all school staff with courtesy and respect;

� Respect the needs of students and staff within the school;

� Avoid the use of violence (including threats of violence) towards people and

property;

� Recognise the time constraints under which members of staff work and allow

the school a reasonable time to respond to a complaint;

� Recognise that resolving a specific problem can sometimes take some time;



� Follow the school’s complaints procedures.

� Maintain appropriate confidentiality



However, a small number of complainants may be deemed “unreasonably persistent complainants”.

Definitions:

For the purposes of this policy an “unreasonably persistent complaint” is one which is

frivolous or vexatious and pursued persistently. The Office of the Independent

Adjudicator defines the characteristics of a frivolous or vexatious complaint as

� complaints which are obsessive, persistent, harassing, prolific, repetitious

� insistence upon pursuing unmeritorious complaints and/or unrealistic outcomes

beyond all reason

� insistence upon pursuing meritorious complaints in an unreasonable manner

� complaints which are designed to cause disruption or annoyance

� demands for redress that lack any serious purpose or

value For the purposes of this policy, “harassment” is defined as

follows:

Harassment is the unreasonable pursuit of the actions listed above in such a way that

they:

Appear to be targeted over a significant period of time on one or more

members of school staff; and/or

Cause ongoing distress to individual member(s) of school staff; and/or

Have a significant adverse effect on the whole/parts of the school community;

and/or

Are pursued aggressively;

This includes the inappropriate use of social media.

6.4 Procedure

� Only the Headteacher, with the agreement of the SSB Chair, may deem a

complainant ‘unreasonably persistent’.

� The Headteacher will ensure that there is sufficient evidence available to

justify the decision.

� The SSB Chair will write to the complainant to explain the decision and the way

that future complaints will be dealt with. Any restrictions imposed will be

appropriate and proportionate.

� Some or all of the following actions may be taken, depending on the particular

circumstances of the case:

o Insisting that no member of staff should meet the complainant on

his/her own;

o Restricting responses to telephone calls and emails from the

complainant to specified days and times, and/or to specified

individuals;

o Requiring that all future contacts with the School are in writing, except

in emergencies; this includes contacts with SSB members, who should

only be contacted at the School address;

o Merely acknowledging correspondence from the complainant that raises

issues that have already been dealt with;

o Banning the complainant from the School premises where the

complainant’s behaviour constitutes a nuisance or disturbance, with any



appointments with staff to be agreed in writing via the Headteacher.

� All correspondence from the complainant will be considered and any new and

substantive issues will be addressed and a reply sent to the complainant.



� New complaints from people who have been deemed unreasonably persistent

complainants in the past will be treated on their merits.

� If a complainant is deemed to be unreasonably persistent this will not reflect

on the School’s treatment of his/her child.

6.5 Complaint Campaigns

A complaint campaign involves the School and/or Trust receiving a large volume of

complaints which are

� all based on the same subject

� from complainants unconnected with the School

In such circumstances, the School will conduct a single investigation of the issue

and then will respond via

� A template response to all complainants and/or

� Publishing a single response on the School’s website

7. Timescale for making a complaint about a School

� It is in the interests of all parties that concerns are raised as soon as they occur.

Complaints should be raised within three months of the event(s) to which they

relate. Where a complaint is received after that time, the School will take any

exceptional circumstances into account before deciding whether to investigate the

complaint. Headteachers and SSB members are better able to undertake a thorough

and fair investigation when the evidence trail is still fresh, so early notification of

complaints is always advisable.

� If Parents wait to make a complaint until after their child has left the School they

should be aware that the child’s student file will have been passed onto the next

school, if they are still of statutory school age. The Headteacher will therefore

have a very limited amount of information available on which to pursue their

investigation. Parents should formalise any complaint against the School before

their child leaves.

� Complainants are therefore urged to consider how they might best obtain the

resolution they desire and if this is indeed possible after considerable time has

elapsed.

8. Recording Complaints

8.1 Written Records

Written records will be kept in the form of

� Notes of investigations carried out

� Notes of meetings with complainants

� Formal written responses to complainants at each stage

� Minutes of SSB/Trustee panel meetings

� A record of actions taken as a result of complaints (regardless of whether they are upheld)



Such records will be kept in accordance with the School’s Data Retention Policy. Notes

from investigations will not be made available to complainants

A written record will be kept by the Trust of all complaints made along with details of

whether they were resolved following a formal procedure, or progression to a panel

hearing.

8.2 Recording meetings

In the event of communications difficulties and where required for reasonable adjustment,

meetings may be electronically recorded with the prior agreement of all parties present,

and for the purpose of ensuring that the complainant is able to access and review

discussions at a later point.

In any other circumstances complainants may not record meetings and conversations.

Any audio or video recordings made covertly and/or without the informed consent of all

parties present will not be accepted as evidence in any stage of the complaints procedure.

9. Next Steps

Complainants will be advised to contact the ESFA if they are dissatisfied with the Trust’s

handling of the complaint. If the complainant believes the School or Trust did not handle

their complaint in accordance with the published Complaints Procedure or they acted

unlawfully or unreasonably in the exercise of their duties under education law, they can

contact the ESFA after they have completed Stage 4.

The ESFA will not normally reinvestigate the substance of complaints or overturn any

decisions made by the school or trust.

They will consider whether the school has adhered to education legislation and any

statutory policies connected with the complaint.

10. Contact Details

The Clerk to the Trust can be contacted via email at clerk@glfschools.org, or in writing to:

Clerk to the Trust

c/o The Beacon School

Picquets Way Banstead

Surrey

SM7

1AG

The complainant can refer their complaint to the ESFA online at: ESFA Contact Form, by telephone

on: 0370 000 2288 or by writing to:

Department for Education

Piccadilly Gate

Store Street

Manchester

mailto:clerk@glfschools.org
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Appendix 1

Model Procedure for dealing with general complaints
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Appendix 2

Formal Complaint Form (Optional)

Please complete and return to the School who will acknowledge receipt and explain what

action will be taken.

Your Name: Child’s Name:

Your Address and Postcode: Child’s Date of Birth:

Child’s Form:

Your Contact Telephone Number: Child’s School:

Your Relationship to the Child: Do you have parental responsibility for the Child?

YES / NO

Full details of complaint (including the names of all persons involved and the dates of

incidents referred to):

What action, if any, have you already taken to try and resolve your complaint (for

example, who did you speak to and what was the response)?

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:

Name of person complaint referred

to:

Signature: Date:
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