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     COMPLAINTS POLICY 

 

For use by parents of students at the academy 

 

June 2021 

 

Due to Covid-19, the complaints procedure remains the same, however some 

meetings may have to be held remotely – June 2021 

 

 

Preface  

 

Safeguarding: 

The safeguarding of children and young people underpins the work of the academy and must be adhered 

to as a prime responsibility. 

 

Equality: 

Knole Academy is committed to providing all staff, students, parents, visitors and members of the wider 

community using the site with equality of opportunity in line with legislation about protected 

characteristics.  All policies are screened for their impact on equality and issues are addressed if they 

arise.  Knole Academy will provide special consideration on an individual basis if anyone is considered to 

have a specific special need.  Any parent who feels that their child has such a need should contact the 

relevant Pastoral Leader in the first instance to explain their concerns.   

 

This policy, and its associated procedures and protocols, is based on these key principles.   
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Complaints Policy 

 

Introduction 

 

This policy should be used in conjunction with current Education Standards Regulations. 

 

The majority of issues raised by parents, or students, are concerns rather than complaints. The academy 

is committed to taking concerns seriously, at the earliest stage, in the hope of keeping the number of 

formal complaints to a minimum and without recourse to formal procedures. However, in those instances 

where a parent doesn’t feel a concern has been addressed, or it is of sufficient gravity, then the 

academy’s formal complaints procedure should be used. The prime aim of the academy’s policy is to 

resolve the complaint as fairly, impartially and speedily as possible. Formal complaints will be dealt with 

in a sensitive, impartial and confidential manner. 

 

The policy is available to parents of students at the academy and parents of prospective students, on 

request.  It is available also on the website.   

 

Written records of all complaints indicating whether they were resolved at the preliminary stage or 

whether they proceeded to a panel hearing will be kept.  

 

The DfE guidance explains the difference between a concern and a complaint.  

A concern is defined as “an expression of worry or doubt over an issue considered to be important for 

which reassurances are sought”. 

The academy will resolve concerns through day-to-day communication as far as possible. 

A complaint is defined as “an expression of dissatisfaction however made, about actions taken or a lack 

of action”. 

The academy intends to resolve complaints informally where possible, at the earliest possible stage.  

There may be occasions when complainants would like to raise their concerns formally. This policy 

outlines the procedure relating to handling such complaints. 

 

Legislation and Guidance 

This document meets the requirements set out in part 7 of the schedule to the Education (Independent 

School Standards) Regulations 2014, which states that the academy must have and make available a 

written procedure to deal with complaints from parents of pupils at the academy. 

 

It is based on guidance published by the Education and Skills Funding Agency (ESFA) on creating a 

complaints procedure that complies with the above regulations, and has been produced in line with the 

Best Practice Guidance for School Complaints Procedures 2019 from the Department for Education (DfE). 

 

This policy complies with the academy’s funding agreement and articles of association. 

 

The academy’s procedure is as follows: 

 

Stage 1 Informal Complaints 

 

Concerns and informal complaints can be raised with the academy at any time and will often generate an 

immediate response, which will resolve the concern. Apart from the academy’s scheduled Parental 

Consultations, or other arranged meetings with specific staff, parents should contact the appropriate 

Year Leader or Subject Leader in the first instance.  On some occasions the concern raised may require 

http://www.legislation.gov.uk/uksi/2014/3283/schedule/made
http://www.legislation.gov.uk/uksi/2014/3283/schedule/made
https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure
https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure
https://www.gov.uk/government/publications/school-complaints-procedures/best-practice-advice-for-school-complaints-procedures-2019
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investigation, or discussion with others, in which case there will be an informal but informed response 

usually within five working days. It is anticipated that the vast majority of concerns will be satisfactorily 

dealt with in this way.  There will usually then be a meeting with the complainant.   

 

Where no resolution is found, the complainant may take their informal complaint to the Principal or Chair 

of Governors or may raise a formal complaint.   

Stage 2 – Formal complaints 

Formal complaints must be made to the head teacher (unless they are about the head teacher), via the 

school office. This may be done in person or in writing (preferably on the Complaint Form). The head 

teacher will record the date the complaint is received and will acknowledge receipt of the complaint in 

writing (either by letter or email) within 2 school days.  Within this response, the head teacher will seek 

to clarify the nature of the complaint, ask what remains unresolved and what outcome the complainant 

would like to see. The head teacher can consider whether a face to face meeting is the most appropriate 

way of doing this.  Note: The head teacher may delegate the investigation to another member of the 

school’s senior leadership team but not the decision to be taken. 

 

During the investigation, the head teacher (or investigator) will: 

• if necessary, interview those involved in the matter and/or those complained of, allowing them to 

be accompanied if they wish 

• keep a written record of any meetings/interviews in relation to their investigation. 

At the conclusion of their investigation, the head teacher will provide a formal written response within 15 

school days of the date of receipt of the complaint. If the head teacher is 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 Knole Academy will take to resolve 

the complaint.  The head teacher will advise the complainant of how to escalate their complaint should 

they remain dissatisfied with the outcome of Stage 2.  If the complaint is about the head teacher, or a 

member of the governing body (including the Chair or Vice-Chair), a suitably skilled governor will be 

appointed to complete all the actions at Stage 2. Complaints about the head teacher or member of the 

governing body must be made to the Clerk, via the school office. 

 

If the complaint is: 

• jointly about the Chair and Vice Chair or 

• the entire governing body or 

• the majority of the governing body 

Stage 2 will be considered by an independent investigator appointed by the governing body. At the 

conclusion of their investigation, the independent investigator will provide a formal written response. 

Stage 3 – Panel Hearing 

If the complainant is dissatisfied with the outcome at Stage 2 and wishes to take the matter further, they 

can escalate the complaint to Stage 3 – a panel hearing consisting of at least three people who were not 

directly involved in the matters detailed in the complaint with one panel member who is independent of 

the management and running of the school. This is the final stage of the complaints procedure. A 

request to escalate to Stage 3 must be made to the Clerk, via the school office, within 5 school days of 

receipt of the Stage 2 response.  The Clerk will record the date the complaint is received and 

acknowledge receipt of the complaint in writing (either by letter or email) within 2 school days. Requests 

received outside of this time frame will only be considered if exceptional circumstances apply. 
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The Clerk will write to the complainant to inform them of the date of the meeting. They will aim to 

convene a meeting within 15 school days of receipt of the Stage 2 request. If this is not possible, the 

Clerk will provide an anticipated date and keep the complainant informed. If the complainant rejects the 

offer of three proposed dates, without good reason, the Clerk will decide when to hold the meeting. It 

will then proceed in the complainant’s absence on the basis of written submissions from both parties. 

 

If the complaint is: 

• jointly about the Chair and Vice Chair or 

• the entire governing body or 

• the majority of the governing body 

Stage 3 will be heard by a completely independent committee panel. A complainant may bring someone 

along to the panel meeting to provide support. This can be a relative or friend. Generally, we do not 

encourage either party to bring legal representatives to the committee meeting. However, there may be 

occasions when legal representation is appropriate. For instance, if a school employee is called as a 

witness in a complaint meeting, they may wish to be supported by union and/or legal representation.  

Note: Complaints about staff conduct will not generally be handled under this complaints procedure. 

Complainants will be advised that any staff conduct complaints will be considered under (Human 

Resources) staff disciplinary procedures, if appropriate, but outcomes will not be shared with them.  

Representatives from the media are not permitted to attend. 

 

At least 10 school days before the meeting, the Clerk will: 

• confirm and notify the complainant of the date, time and venue of the meeting, ensuring that, if 

the complainant is invited, the dates are convenient to all parties and that the venue and 

proceedings are accessible 

• request copies of any further written material to be submitted to the committee at least 5 school 

days before the meeting. 

Any written material will be circulated to all parties at least 2 school days before the date of the meeting. 

The committee will not normally accept, as evidence, recordings of conversations that were obtained 

covertly and without the informed consent of all parties being recorded. The committee will also not 

review any new complaints at this stage or consider evidence unrelated to the initial complaint to be 

included. New complaints must be dealt with from Stage 1 of the procedure. The meeting will be held in 

private. Electronic recordings of meetings or conversations are not normally permitted unless a 

complainant’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 in any 

minutes taken. 

 

The committee will consider the complaint and all the evidence presented. The committee can: 

• uphold the complaint in whole or in part 

• dismiss the complaint in whole or in part. 

If the complaint is upheld in whole or in part, the committee will: 

• decide on the appropriate action to be taken to resolve the complaint 

• where appropriate, recommend changes to the school’s systems or procedures to prevent similar 

issues in the future. 
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The Chair of the Committee will provide the complainant and Knole academy with a full explanation of 

their decision and the reason(s) for it, in writing, within 10 school days. The letter to the complainant will 

include details of how to contact the Education and Skills Funding Agency (ESFA) if they are dissatisfied 

with the way their complaint has been handled by Knole Academy. 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 Knole Academy will take to resolve the 

complaint. The panel will ensure that those findings and recommendations are sent by electronic mail or 

otherwise given to the complainant and, where relevant, the person complained about. Furthermore, they 

will be available for inspection on the school premises by the proprietor and the head teacher. A written 

record will be kept of all complaints, and of whether they are resolved at the preliminary stage or 

proceed to a 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 

except where the Secretary of State or a body conducting an inspection under section 109 of the 2008 

Act requests access to them. 

 

Referring complaints on completion of the academy’s procedure 

If the complainant is unsatisfied with the outcome of the academy’s complaints procedure, they can refer 

their complaint to the ESFA. The ESFA will check whether the complaint has been dealt with properly by 

the academy. The ESFA will not overturn an academy’s decision about a complaint. However, it will look 

into: 

• Whether there was undue delay, or the academy did not comply with its own complaints 

procedure 

• Whether the academy was in breach of its funding agreement with the secretary of state 

• Whether the academy has failed to comply with any other legal obligation 

If the academy did not deal with the complaint properly, it will be asked to re-investigate the complaint. 

If the academy’s complaints procedure is found to not meet regulations, the academy will be asked to 

correct its procedure accordingly. 

For more information or to refer a complaint, see the following webpage: 

https://www.gov.uk/complain-about-school 

 

Exclusions to the complaints policy: 

• Admissions to school (contact local authority) 

• School reorganisation proposals (contact local authority) 

• Statutory assessments of Special Educational needs (contact local authority) 

• Matters likely to require child protection investigation (refer to LADO) 

• Exclusions of children from school (See Academy Good Behaviour Policy) 

• Whistleblowing (contact DfE) 

• Complaints about the curriculum (contact DfE) 

• Complaints about collective worship (contact local authority) 

• Staff conduct complaints (Internal discipline procedures) 

• Staff grievances (Internal discipline procedures) 

 

Monitoring, Evaluation and Review  

The Governing Body monitors the effectiveness of the complaints procedure regularly, in order to ensure 

that all complaints are handled properly.  This policy will be reviewed every two years. 

 

 

 

 

 

https://www.gov.uk/complain-about-school
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APPROVED 

Teaching & Learning Committee 

Approved and Ratified by Full Governing Body on 18.06.21 

 

SUGGESTED REVIEW DATE May 2023 

SIGNED HEADTEACHER 

 

PRINT NAME Mr D Collins 

SIGNED CHAIR OF GOVERNORS 

 

PRINT NAME Miss T Homewood 
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Appendix A 

 

Complaint Form 

 

Please complete and return to the Headteacher’s PA who will acknowledge receipt and explain what 

action will be taken. 

 

Your name: 

 

 

Student’s name: 

 

 

Your relationship to the student: 

 

 

Address: 

 

 

 

Postcode: 

 

Day time telephone number: 

 

Evening telephone number: 

 

Please give details of your complaint. 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

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

(Who did you speak to and what was the response)? 
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What actions do you feel might resolve the problem at this stage? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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

 

 

 

 

 

   

 

Signature: 

 

 

Date: 

 

 

Official use 

 

Date acknowledgement sent: 

 

 

By whom:  

 

 

 

 

Complaint referred to: 

 

Date:  

 

 


