
 

                             

 

  

 

Complaints Policy & Procedure 
 

March 2019 



2 
 

1. Contents 
 

 

1. Contents ................................................................................................................. 2 

2. Version control ........................................................................................................ 3 

3. Introduction ............................................................................................................. 4 

4. Complaints not considered...................................................................................... 4 

5. Formal Complaints Procedure ................................................................................ 5 

6. Trust Board Level Review ....................................................................................... 6 

7. The role of the Education Funding Agency (EFA) ................................................... 6 

8. Monitoring and Review ........................................................................................... 7 

Formal Complaints Form – Stage 2 ................................................................................... 8 

 

  



3 
 

2. Version control 

 

 

 

 

 

 

 

 

 

 

  

 
Date 

 

Version 

 

Revision 

 

Owner 

 

18/09/17 

 

1.0 

 

New Policy 

 

Future Generation Trust Policy Team 

 

19/01/18 

 

2.0 

 

Amendment to Policy 

 

Future Generation Trust Policy Team 

 

22/11/18 

 

3.0 

 

Amendment to Policy 

 

Future Generation Trust Policy Team 

 

07/03/19 

 

4.0 

 

Amendment to Policy 

 

Future Generation Trust Policy Team 

    



4 
 

3. Introduction 
 

Our academies are staffed by teachers who are not only qualified and expert in their own field but 

who, also, have become teachers because they care for children and wish to help them in every way 

possible. 

Nevertheless, as in any organisation, misunderstandings can from time to time arise which may lead 

to a parent wishing to express concern.  A concern is not a complaint and should not be treated as 

such by the parent or the academy.  Only a very small number of concerns raised by parents need 

to be investigated using the formal procedure. 

Any concern should always be raised with the Headteacher in the first instance where every 

effort should be made to resolve the difficulty.  When concerns are addressed and resolved there 

should be no need for a formal complaint.  An initial request for action or an enquiry is not a complaint.  

However, failure to respond could give rise to a complaint. 

To this end, the Headteacher will seek to understand and resolve any concern raised, at an informal 

stage, and at the earliest opportunity.  This should take no longer than one month. 

Future Generation Trust aim to deal positively with all complaints.  The Trust views complaints as an 

opportunity to re-examine its policies, procedures and services and, through feedback to the 

complainant aim to show that it is responsive to their concerns. 

This procedure is for use by parents, carers and members of the community.  Reasonable 

adjustments could be made at any stage in order to assist the process if the person making the 

complaint has a disability. 

If you are worried about something concerning your child at school you should first ask to discuss 

the difficulty with the Headteacher.  You can do this by phoning the academy office, writing a letter, 

making an appointment to meet with the Headteacher, or e-mailing the academy office.  The contact 

details for each academy can be found on their website. 

If your concern is not resolved to your satisfaction at the informal stage then the Formal 

Complaints Procedure described below should be followed. 

Complaints will be dealt with confidentially where possible to protect the complainant and the 

associated pupils. 

If a longer timescale is required at any stage with the process, this will be explained and justified to 

the complainant. 

 

4. Complaints not considered 
 

The Trust will not consider complaints under the following circumstances: 

 Anonymous complaints (unless there are exceptional circumstances); 

 Where the complaint concerns a third party used by the Academy.  The complaint should be 

sent directly to the third party to respond to themselves; 
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 Complaints that relate to an incident which took place more than 3 months previously (unless 

otherwise agreed by the Academy/Trust); 

 Complaints made on behalf of a third party; 

 Malicious or vexatious complaints, these include a complainant who is reluctant to accept the 

outcome of the complaints process; 

 Where the complainant has used social media to air their alleged grievance. 

 

5. Formal Complaints Procedure 
 

Stage 1 

If you are unhappy with the informal response that you have received about your concerns please 

submit your complaint in writing to the Headteacher providing as much detail as possible about your 

complaint and outlining what you believe would result in a satisfactory resolution. 

Within 5 working days of receipt, the Academy will formally acknowledge your complaint and confirm 

who will be investigating your complaint and the timescale in which you will receive a response.  

Working days are defined as Monday to Friday on days when the Academy is open for pupils. 

At least two members of the Senior Leadership Team will investigate your complaint and provide 

you with a written response of the outcome.  Unless there are exceptional circumstances, we will 

aim to respond within 20 working days. 

 

Stage 2 

If you remain dissatisfied after receiving a written response at Stage 1, you should complete a Formal 

Complaints Form – Stage 2 (a copy of which can be found at the end of this document).  This should 

be returned to the Academy Office and be clearly marked for the attention of the Chair of Governors.  

This must be done within 14 days of receiving the Academy’s response. 

The complainant will be contacted by the Chair of Governors usually within 5 working days of receipt 

of the Stage 2 Formal Complaints Form to acknowledge the complaint and discuss the next part of 

the procedure. 

The complainant will be invited to meet with a Complaints Committee and will be advised of the date, 

time, location and membership of the Complaints Committee at least 5 working days in advance of 

the meeting. 

The Complaints Committee will consist of three people who are not directly involved in matters 

detailed in the complaint.  Two will be Governors and the other will be a person who is independent 

of the management and running of the Academy. 

The complainant must make all reasonable efforts to attend the meeting and may be accompanied 

if they wish. 

The Committee will hear the views of the complainant in more detail.  They will be given the 

opportunity to speak to the Committee without the presence of the Headteacher. 

The Headteacher will be seen by the Committee to respond to any questions. 
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The Complaints Committee will be minuted. 

After hearing the complaint and considering the relevant facts, the Committee will make a decision 

whether or not to uphold the complaint.  A letter advising the complainant of the findings and 

recommendations of the meeting will be sent within 10 working days of the meeting to the 

complainant and, where relevant, the person complained about. 

The findings and recommendations of the Complaints Committee will be available for inspection on 

the Academy premises by the Chair of the Future Generation Trust Board and the Headteacher. 

The decision of the Complaints Committee is final. 

The letter will include details of the Trust’s review process and where to find the Education Funding 

Agency’s Complaints Form for use by the complainant if they consider that the Complaints Procedure 

has not been correctly followed. 

 

6. Trust Board Level Review 
 

If the complainant is dissatisfied with the way that the Complaints Committee has carried out their 

investigation, the Chair of the Future Generation Trust Board can be asked to review the process.  

This request  must be made in writing and sent via the Future Generation Trust Office (St John’s 

Primary Academy, Hobnock Road, Essington, Wolverhampton, WV11 2RF or 

office@stjohnsprimary.academy ), and must be made within 14 days of the Committee’s response. 

The Chair of the Future Generation Trust Board will consider how the Academy and Local Governing 

Body have dealt with the complaint.  They cannot investigate the original complaint only the process 

that has been followed to ensure that it has been thorough and fair and in line with the published 

policy. 

The outcome of this review will be reported in writing to the complainant within 15 working days of 

receiving the request. 

 

 

7. The role of the Education Funding Agency (EFA) 
 

If the complainant is not satisfied with the handling of their complaint, they can refer their complaint 

to the EFA via the schools complaints form. 

www.education.goc/help/contactus/dfe 

If a complaint is referred by a complainant to the Education Funding Agency (EFA), they will check 

whether the complaint was dealt with properly by the Academy.  The EFA will only consider 

complaints about academies if they fall into any of the following three areas: 

 where there is undue delay or an academy did not comply with its own Complaints Procedure 

when considering a complaint; 

 where an academy is in breach of its funding agreement with the Secretary of State; 

 where an academy has failed to comply with any other legal obligation. 

mailto:office@stjohnsprimary.academy
http://www.education.goc/help/contactus/dfe
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The EFA will not overturn an academy’s decision about a complaint.  However, if it is found that an 

academy did not deal with a complaint properly the academy will be required to look at the complaint 

again and ensure procedures meet requirements set out in current regulations. 

 

8. Monitoring and Review 
 

Monitoring is the responsibility of the Future Generation Trust Board. 

A register of formal complaints is held by the Trust, detailing a summary of the complaint, the stage 

that it is at in the procedure, along with details of whether they were resolved following a formal 

procedure or progression to a Complaints Committee.  The Trust will also record the action taken as 

a result of complaints, regardless of whether they are upheld. 

All information relating to any complaint received will be stored confidentially, except where the 

Secretary of State or a body conducting an inspection under section 109 of the Education Act 2008 

request access to them. 

This policy and all arrangements and procedures will be reviewed annually. 

 
 
 
 

Policy adopted on:   18 March 2019  

Review Date:       March 2020  

Signed:        Fliss Dale   Designation: Chair of Trust Board  
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Formal Complaints Form – Stage 2 
 

Please complete this form and return it to the Academy Office who will then forward it to the Chair 

of the Governing Body.  Please continue on a separate sheet if necessary. 

Name  
 

Address  
 
 
 
 

Telephone Number Home 
Mobile 

Name of Child  
 

Name of Academy  
 

 

Have you already followed 
Stage 1? 
 

 
Yes / No 

 

Date of written response 
 

 

Outline why you believe that 
your complaint has not 
been satisfactorily resolved. 
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Do you have a suggestion for a change? 

 

 

 

 

 

 

 

 

 

 

Please attach copies of any more information you have to back up your complaint, such as letters or reports. 

 

Signed  Date  

 


