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Introduction   
 

The Evolve Trust and its Academies undertake to provide a friendly and safe 

environment in which students will be helped to achieve their potential, both 

academically and socially. 

 

We recognise, however, that sometimes things can go wrong and parents, carers and 

members of the community may need to make a complaint or raise concerns they have 

with the Academy or Trust. This policy outlines how to pursue a complaint if this 

happens. 

 

The majority of issues raised by parents, the community or students, are concerns rather 

than complaints. We are committed to taking concerns seriously, at the earliest stage, in 

the hope of keeping the number of formal complaints to a minimum and without needing 

formal procedures. However, depending on the nature of the complaint, there could be a 

need to follow the Trust’s or individual Academy’s formal complaints procedure.  

 

The prime aim of the Evolve Trust’s policy is to resolve the complaint as fairly and 

speedily as possible. Formal complaints will be dealt with in a sensitive, impartial and 

confidential manner. Malicious complaints may incur appropriate action by the 

Trust/Academy. Any complaints concerning the conduct of Trust/Academy staff will be 

handled in accordance with the Trust’s internal disciplinary procedures, any such 

investigation will remain confidential. 

 

This policy should also be read in conjunction with The Evolve Trust Whistleblowing 

Policy. 
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General Data Protection Regulations   
  
This policy has been reviewed in accordance with the General Data Protection Regulation (GDPR) 
which will replace the Data Protection Act 1998 from 25th May 2018.  The introduction of GDPR has 
resulted in changes to many existing data protection rules and regulations that educational 
establishments adhere to. The Evolve Trust has undertaken a full data protection audit and have 
ensured that appropriate changes that have been made to data protection rules and regulations 
have been adhered to in full.  The Evolve Trust has carried out all additional compliance 
requirements and fully accepts their duty of care to ensure individuals’ data is kept safe and secure, 
resulting in increased compliance in our systems, processes and policies. 

 
Part 1: General Principles of Complaints 
1.1 Dealing with Complaints – Initial Concerns 

It is important to be clear about the difference between a concern and a complaint. 

Taking informal concerns seriously at the earliest stage will reduce the numbers that 

develop into formal complaints.  

The policy which follows deals with complaints but the underlying principle is that 

concerns ought to be handled, if at all possible, without the need for formal procedures. 

The requirement to have a complaints procedure need not in any way undermine efforts 

to resolve the concern informally. In most cases the class teacher or the individual 

delivering the service in the case of extended Academy provision, will receive the first 

approach. It would be helpful if staff were able to resolve issues on the spot, including 

apologising where necessary. 

 

Matters raised orally as a concern will not necessarily be acknowledged in writing, 

however if requested a complainant will be provided with a written response.   

 

1.2 Dealing with Complaints – Formal Procedures  

The formal procedures will need to be invoked when initial attempts to resolve the issue 

are unsuccessful and the person raising the concern remains dissatisfied and wishes to 

take the matter further. 

 

The Trust might wish to nominate a member of staff to have responsibility for the 

operation and management of the Trust’s complaints procedure. They could be termed 

the Trust’s ‘Complaints Co-ordinator’.   The Trust’s Co-ordinator is the Executive Assistant 

to the CEO.  

 

For the Academy and Trust to be able to investigate a complaint, it needs to be made 

within three months of the incident occurring. If a complaint is older than three months, it 

will not be investigated. 

 

1.3 Framework of Principles 

An effective Complaints Procedure will:  

                                                                                     

• encourage resolution of problems by informal means wherever possible; 
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• be easily accessible and publicised; 

• be simple to understand and use; 

• be impartial; 

• be non-adversarial; 

• allow swift handling with established time-limits for action and keeping people 

informed of the progress; 

• ensure a full and fair investigation by an independent person where necessary; 

• respect people’s desire for confidentiality; 

• address all the points at issue and provide an effective response and appropriate 

redress, where necessary; 

• provide information to Trustees and the Academy’s senior leadership team so that 

services can be improved.  

1.4 Investigating Complaints 

At each stage, the person investigating the complaint makes sure that they:  

• establish what has happened so far, and who has been involved; 

• clarify the nature of the complaint and what remains unresolved; 

• meet with the complainant or contact them (if unsure or further information is 

necessary); 

• clarify what the complainant feels would put things right; 

• interview those involved in the matter and/or those complained of, allowing 

them to be accompanied if they wish; 

• conduct the interview with an open mind and be prepared to persist in the 

questioning; 

• keep notes of the interview. 

 

1.5 Resolving Complaints 

At each stage in the procedure the Trust/Academy will keep in mind ways in which a 

complaint can be resolved. It might be sufficient to acknowledge that the complaint is valid 

in whole or in part and this acknowledgment should be provided within 2 days. In addition, 

it may be appropriate to offer one or more of the following:  

• an apology; 

• an explanation; 

• an admission that the situation could have been handled differently or better;  

• an assurance that the event complained of will not recur; 

• an explanation of the steps that have been taken to ensure that it will not happen 

again; 
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• an undertaking to review Trust policies in light of the complaint.   

It would be useful if complainants were encouraged to state what actions they feel might 

resolve the problem at any stage. An admission that the Trust/Academy could have 

handled the situation better is not the same as an admission of negligence. 

Communication of a decision of an investigation should be provided within 10 days.  

1.6  Vexatious Complaints 

If properly followed, a good complaints procedure will limit the number of complaints that 

become protracted. However, there will be occasions when, despite all stages of the 

procedures having been followed, the complainant remains dissatisfied. If the complainant 

tries to reopen the same issue, the Chair of the LGB or CEO is able to inform them in writing 

that the procedure has been exhausted and that the matter is now closed.   

1.7 Time-Limits 

Complaints need to be considered and resolved as quickly and efficiently as possible. An 

effective complaints procedure will have realistic time limits for each action within each 

stage. However, where further investigations are necessary, new time limits can be set and 

the complainant sent details of the new deadline and an explanation for the delay. 

1.8 Publicising the Complaints Policy and Procedure 

The Trust and LGB will publicise the Complaints Policy and Procedure in: 

• any report/communication from the governors to parents;  

• the information given to new parents when their children join any Academy 

within the Trust;  

• the information given to the children themselves; 

• the Home-School agreement;   

• parent bulletins or newsletters; 

• documents supplied to community users including course information or letting 

agreements; 

• a specific complaints leaflet which includes a form on which a complaint can be 

made; 

• posters displayed in areas of the Academy that will be used by the public, such as 

reception or the main entrance; 

 

• the individual Academy and Trust websites. 
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1.9 Confidentiality 

The investigation of any complaint will be kept confidential at all stages and any papers 

provided to those investigating or adjudicating on complaints will be marked confidential 

and destroyed, except for the file copy which itself will be confidential. 

 

A written record of all complaints and at which stage they were resolved will be kept by 

each Academy.  The Academy will outline that the file copy of any complaint will only be 

kept for as long as considered reasonably necessary in the circumstances.    An 

exception to confidentiality will be where access is requested by the Secretary of State, is 

required in the course of the Academy’s inspection or under any other legal authority.  
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Part 2: The Formal Complaints Procedure 
Stages of the Complaint 
 

2.1 Stage One: Complaint heard by Staff Member 

2.1.1 It is in everyone’s interest that complaints are resolved at the earliest possible 

stage. The experience of the first contact between complainant and the 

Trust/Academy can be crucial in determining whether the complaint will escalate. 

To that end, staff will be periodically made aware of the procedures so that they 

know what to do and when they receive a complaint. It is important to remind all 

staff involved about the importance of maintaining confidentiality at all times during 

the complaints process. 

2.1.2 Once all the facts have been established the person dealing with the complaint will 

then produce a written response to the complainant or may wish to meet the 

complainant to discuss/resolve the matter directly. 

2.1.3 A written response should contain an outline of the complaint and a summary of the 

response to the complaint including the decision reached and the reasons for it. 

Where appropriate this should also include what response the Trust/Academy will 

take to resolve the complaint. This may be by way of a general description e.g. 

‘Action taken within the Disciplinary Procedure.’ 

2.1.4 When the investigation has been concluded the complainant and the member of 

staff concerned will be informed in writing of the outcome. This may be to the effect 

that: 

• There is insufficient evidence to reach a conclusion so the complaint cannot be 

upheld 

• The complaint was not substantiated by the evidence 

• The concern was substantiated in part or in full. Some details may then be given 

of the action the Trust/Academy may be taking to review procedures etc. but 

details of the investigation or of any disciplinary procedures will not be released 

• The matter has been fully investigated and that appropriate procedures are 

being followed which may be strictly confidential (e.g. where staff disciplinary 

procedures are being followed) 

2.1.5 This letter or report MUST be endorsed by the Head Teacher/CEO. It should also 

inform the complainant that should he/she wish the complaint to progress to the 

second stage of this procedure then he/she should send a written request stating 

this to the Head Teacher/CEO within 10 Academy term time days of receiving the 

response.  GDPR policy will be adhered to when dealing with any personal data and 

this can be found on the website  

 

NB       Term days are Monday to Friday, when the school is open during term time. 

 

2.1.6 If no further communication is received from the complainant within 10 Academy 

term time days it is deemed that the complaint has been resolved and should end. 

2.1.7 If the complaint is about a member of staff this should be dealt with at Stage 2 

 

 

2.2 Stage Two: Complaint heard by Deputy/Head Teacher 

2.2.1 If the complainant is dissatisfied with the way the complaint was handled at Stage 

One, they may go to Stage 2 and have the Deputy/Head Teacher hear the complaint. 

The Head Teacher may delegate the task of collating the information to another 

member of staff member but NOT the decision on the action to be taken. 

2.2.2 The same timings as in Stage One will apply. 
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2.2.3 If the complaint is about the Head Teacher this should be dealt with at Stage 3 

 

 
 

2.3 Stage Three: Complaint heard by Trust Complaints Coordinator 

2.3.1 If the complainant is dissatisfied with the way the complaint was handled at Stage 

Two, they may go to Stage 3 and write to the Complaints Coordinator giving details 

for the complaint.  

2.3.2 The Complaints Coordinator should write to the complainant acknowledging 

receipt of the written request, within 5 working days of receipt of their 

correspondence to find out more about the complainants concerns.  They will then 

investigate the said complaint and write to the complainant with the outcome of said 

investigation. 

2.3.3 The same timings as in Stage One will apply 
 

2.4 Stage Four: Complaint heard by LGB’s Complaints Governor / Complaints 

Trustee 

2.4.1 If, after the Complaints Coordinator has investigated the complaint, the complainant 

remains dissatisfied they can then write to the Complaints Governor / Trustee to 

ascertain whether the correct procedure has been followed.   

2.4.2 The Complaints Governor/Trustee will write to the complainant on behalf of the 

Governing Body/Trust with the results of the investigation within agreed timelines 

2.4.3 The same timings as in Stage One will apply 
 

2.5 Stage Five: Complaint heard by LGB / Trustees Complaints Appeal Panel 

2.5.1 The complainant needs to write to the Clerk to the Governors/Trustees giving 

details of the complaint. 

2.5.2 The Clerk should write to the complainant acknowledging receipt of the written 

request for the complaint to be heard. This acknowledgement must be sent within 

5 working days and should inform the complainant of the arrangements for hearing 

the complaint within 20 Academy term-time days of receiving it. The letter should 

explain that the complainant has the right to submit any further documents relevant 

to the complaint. These must be received within 5 working days of the date of the 

hearing to allow adequate time for the documents to be circulated. 

2.5.3 No person involved should have previous involvement in the complaint. 

2.5.4 The Governors’/Trustees’ appeal hearing is the last Academy-based stage of the 

complaints process and is not convened to merely rubber-stamp previous 

decisions. 

2.5.5 Individual complaints would not be heard by the whole LGB at any stage as this 

could compromise the impartiality of any hearing set up for disciplinary purposes 

against a member of staff following a serious complaint. 

 The LGB may nominate a number of members with delegated powers to hear 

complaints at that stage and set out its terms of reference. These include: 

• Drawing up its procedures; 

• Hearing individual appeals; 

• Making recommendations on policy as a result of complaints. 

2.5.6 The Chair of Governors/Trustees or CEO will typically chair the Complaints Appeal 

Panel but in their absence the panel can be drawn from the nominated members 

and may consist of three or five local governors/trustees. In this case the panel may 

choose their own Chair. One member of the panel will be independent of the 

management and running of the Academy/Trust. 

2.5.7 If the complaint is about the Head Teacher a hearing by the CEO or Chair or 
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Governors/Trustees becomes Stage Three. If the complainant is unhappy he/she 

needs to write to the Clerk whereupon a panel of three to five governors (not 

previously involved) will hear the complaint. Their decision will be final. 

 

NB        If a complaint is received during the school holidays, this will be dealt with as soon 

as practicable during the holidays. 

 

 

Part 3: Complaints Appeal Panel 
 
3.1 The Remit of the Panel 

3.1.1 The panel can: 

 

• dismiss the complaint in whole or in part; 

• uphold the complaint in whole or in part; 

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

• recommend changes to the Trust’s systems or procedures to ensure that 

problems of a similar nature do not recur. 

 

3.1.2 There are several points which any governor / trustee sitting on a complaints 

appeal panel needs to remember: 
 

a. It is important that the appeal hearing is independent and impartial and that it is 

seen to be so. No trustee/governor may sit on the panel if they have had a prior 

involvement in the complaint or in the circumstances surrounding it. In deciding 

the make-up of the panel, panel members need to try and ensure that it is a cross-

section of the categories of trustee/governor and sensitive to the issues of race, 

gender and religious affiliation. 
 

b. The aim of the hearing, which needs to be held in private, will always be to 

resolve the complaint and achieve reconciliation between the Academy Trust and 

the complainant. However, it has to be recognised the complainant might not be 

satisfied with the outcome if the hearing does not find in their favour. It may only 

be possible to establish the facts and make recommendations which will satisfy 

the complainant that his or her complaint has been taken seriously. 
 

c. An effective panel will acknowledge that many complainants feel nervous and 

inhibited in a formal setting. Parents often feel emotional when discussing an issue 

that affects their child. The panel chair will ensure that the proceedings are as 

welcoming as possible. The layout of the room will set the tone and care is needed 

to ensure the setting is informal and not adversarial.   
 

d. Extra care needs to be taken when the complainant is a child. Careful 

consideration of the atmosphere and proceedings will ensure that the child does 

not feel intimidated. The panel needs to be aware of the views of the child and 

give them equal consideration to those of adults. Where the child’s parent is the 

complainant, it would be helpful to give the parent the opportunity to say which 

parts of the hearing, if any, the child needs to attend.   
 

e. The panel need to be aware of the complaints procedure.    

 

3.1.3 The Clerk to the Governors / trustees will write and inform the complainant, any 

witnesses, the panel, etc. of the date and location of the meeting 5 working days in 
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advance. The notification to the complainant should also inform him/her of the right 

to be accompanied to the meeting by a friend/interpreter. The letter should explain 

how the meeting will be conducted and the complainant’s right to submit further 

written evidence to the panel. The Headteacher / CEO has the right to bring 

representation if so desired. 

 

3.1.4 Intervention of parallel investigations relevant to the complaint by the Police or 

social services may cause variation to these time scales. Any such variation will be 

notified to the complainant.  

  
3.2 Hearing the Complaint at the Meeting  

The aim of the meeting will be resolve the complaint and achieve reconciliation 

between the Trust/Academy and the complainant. 

 

In the interests of natural justice, the introduction of previously undisclosed 

evidence or witnesses would be reason to adjourn the meeting so that the other 

side has time to consider and respond to the new evidence. 

 

The recommended conduct of the meeting is as follows: 

 

a. The Chair of the Panel will welcome the complainant, introduce the panel 

members and explain the procedure 

b. The Chair of the Panel will invite the complainant to explain the complaint. 

c. The Panel Members may question the complainant about the complaint and 

the reasons why it has been made. 

d. The Head Teacher will be invited by the Chair of the Panel to question the 

complainant about the complaint and why it has been made. 

e. The Chair of the Panel will invite the Head Teacher to make a statement in 

response to the complaint. At the discretion of the Chair of the Panel, the 

Head Teacher may invite members of staff directly involved in the 

complaint to supplement his/her response. 

f. The Panel Members may question the Head Teacher and/or members of 

staff about the response to the complaint. 

g. The Chair of the Panel will allow the complainant to question the Head 

Teacher and/or members of staff about the response to the complaint. 

h. Any party has the right to call witnesses, subject to the approval of the 

Chair of the Panel. 

i. The Panel, the Head Teacher and the complainant have the right to 

question such witnesses. 

j. The complainant will be invited by the Chair of the Panel to make a final 

statement. 

k. The Head Teacher will be invited by the Chair of the Panel to make a final 

statement. 

l. The Chair of the Panel will explain to the complainant and the Head 

Teacher that the decision of the Panel will now be considered and a written 

decision sent to both parties within 15 working days. The Chair of the Panel 

will then ask all parties to leave except Members of the Panel. 

m. The Panel will then consider the complaint and all evidence presented and; 

 

i. Reach a decision on the complaint and the reasons for it. 

ii. Decide upon the appropriate action to be taken to resolve 

the complaint. 
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n. The Governors/Trustees sitting on the Panel need to be aware of the 

complaints procedure before the meeting. 
 
 
3.3 Roles and Responsibilities 

 

 The Role of the Clerk 
It is strongly recommended that any panel or group considering complaints be 

clerked. The clerk would be the contact point for the complainant and be required 

to: 

 

• set the date, time and venue of the hearing, ensuring that the dates are 

convenient to all parties and that the venue and proceedings are 

accessible; 

• collate any written material and send it to the parties in advance of the 

hearing; 

• meet and welcome the parties as they arrive at the hearing; 

• record the proceedings; 

• notify all parties of the panel’s decision. 

 

The Role of the Chair 
The Chair of the Panel has a key role, ensuring that: 

 

• the correct procedure has been followed;    

• the remit of the panel is explained to the parties and each party has the 

opportunity of putting their case without undue interruption; 

• the issues are addressed;  

• key findings of fact are made;  

• parents and others who may not be used to speaking at such a hearing are 

put at ease;  

• the hearing is conducted in an informal manner with each party treating the 

other with respect and courtesy; 

• the panel is open minded and acting independently;   

• no member of the panel has a vested interest in the outcome of the 

proceedings or any involvement in an earlier stage of the procedure; each 

side is given the opportunity to state their case and ask questions; 

• written material is seen by all parties. If a new issue arises it would be 

useful to give all parties the opportunity to consider and comment on it. 

 
3.4 Notification of the Panel’s Decision 

The Chair of the Panel needs to ensure that the complainant is notified of the 

panel’s decision, in writing, with the panel’s response; this is usually within a set 

deadline which is publicised in the procedure. The letter needs to explain if there 

are any further rights of appeal and, if so, to whom they need to be addressed. 
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Part 3: Managing and Recording Complaints 

 
Recording Complaints 

It would be useful for the Trust to record the progress of the complaint and the final 

outcome. A complaint may be made in person, by telephone, or in writing. An 

example of a complaint form can be found in Appendix D.  

At the end of a meeting or telephone call, it would be helpful if the member of staff 

ensured that the complainant and the Trust have the same understanding of what 

was discussed and agreed.  

A brief note of meetings and telephone calls can be kept and a copy of any written 

response added to the record. 

The Complaints Co-ordinator will be responsible for the records and hold them 

centrally.   

Local Governing Body (LGB) / Trustee Review 

The LGB / Trustees can monitor the level and nature of complaints and review the 

outcomes on a regular basis to ensure the effectiveness of the procedure and make 

changes where necessary. Preferably, complaints information shared with the 

whole LGB will not name individuals.   

As well as addressing an individual’s complaints, the process of listening to, and 

resolving complaints will contribute to Trust improvement. When individual 

complaints are heard, The Trust’s academies may identify underlying issues that 

need to be addressed. The monitoring and review of complaints by the Trust and 

the LGB / Trustees can be a useful tool in evaluating a Trust’s performance. 

Information pertaining to complaints will be reported to Trustees and the LGBs 

through the Academy Dashboard.



Policy Document 

Last reviewed May 2018 
 

 

 Page 14 of 25            Audience: Staff/Public 

Appendix A – The Act 
 

 

Section 29 of the Education Act 2002 requires that: 

 

1.  The governing body of a maintained Academy (including a maintained  

nursery Academy) shall – 

(a) establish procedures for dealing with all complaints relating to the 
Academies within the Trust or to the provision of facilities or services 
under section 27, other than complaints falling to be dealt with in 
accordance with any procedures required to be established in relation 
to the Academy Trust by virtue of a statutory provision other than this 
section, and 
 

(b) publicise the procedures so established.  
 

 
2. In establishing or publicising procedures under subsection (1), the   

            governing body shall have regard to any guidance given from time to time (in     
            relation to England) by the Secretary of State. 
 
 

 
Section 39 of the Education Act 2002 provides the following: 

“maintained Academy” means a community, foundation or voluntary 

Academy, a community or foundation special Academy or a maintained 

nursery Academy; 

“maintained nursery Academy” means a nursery Academy which is 

maintained by a local education authority and is not a special Academy; 
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Appendix B – Checklist for a Panel Hearing 
 

The panel needs to take the following points into account: 

• The hearing is as informal as possible. 

• Witnesses are only required to attend for the part of the hearing in which they give their 

evidence.  

• After introductions, the complainant is invited to explain their complaint, and be followed by 

their witnesses.  

• The Head Teacher may question both the complainant and the witnesses after each has 

spoken. 

• The Head Teacher/Complaints Coordinator are then invited to explain the Academy/Trust’s 

actions and be followed by witnesses.  

• The complainant may question both the Head Teacher/Complaints Coordinator and the 

witnesses after each has spoken. 

• The panel may ask questions at any point.  

• The complainant is then invited to sum up their complaint. 

• The Head Teacher is then invited to sum up the Academy/Trust’s actions and response to the 

complaint. 

• The Chair explains that both parties will hear from the panel within a set time scale.  

• Both parties leave together while the panel decides on the issues 
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Appendix C – Flowchart for dealing with complaints 

 

1

•Complaint heard by a member of staff

•Ensure the complaints co-ordinator is informed 
of the outcome

2
•Complaint heard by the Headteacher / Deputy 
Headteacher

3

•Complaint heard by the Trust Complaints Officer

•Acknowledge receipt of complaint

•Agree timelines for investigation and outcome

•Write to complainant with outcome of 
investigation

•Ensure Academy Head Teacher informed of 
outcome 

4

•Complaint heard by Complaints Governor / 
Trustee

•Acknowledge receipt of complaint

•Write to complainant with outcome of 
investigation

•Ensure Academy and Trust informed of outcome

5

•Governor’s / Trustee's complaints panel meeting 
arranged

•(Panel to consist of two Governors / Trustee's and one 
independent Member)       

• Issue letter inviting complainant to meeting

• Issue letter confirming panel decision

•Ensure complaints co-ordinator informed of outcome

•Parent with children on role can be accompanied to 
the Meeting 

6
•Complainant to contact the Education Funding 
Agency

Issue Resolved 
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Appendix D – Trust Complaint Form 
Please complete and return to …………………………..(complaints co-ordinator) who will acknowledge 

receipt and explain what action will be taken. 

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. 

 

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 who:  

 

Complaint referred to: 

 

Date:  
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Appendix E – Referring a Complaint to the Education and Skills 

Funding Agency 
 

The Education and Skills Funding Agency (ESFA) handles complaints about open academies 

and free schools. Part of their role is to make sure single academies and Trusts comply with 

the terms of their funding agreement which is a contract between the academy/trust and the 

Secretary of State.   

  

The following information explains how to manage a complaint within academies. It also sets 

out our procedure for complaining about an academy/trust. This is not the procedure for 

complaints about the administration of independent appeal panels for admissions to 

academies.    

 

Responsibilities of Academies   

  

Academies must make available on request a procedure for dealing with complaints from 

parents of pupils which should be published online. For complaints from parents of pupils, 

this procedure must comply with The Education (Independent School Standards) Regulations 

2010 and offer:   

  

▪ an opportunity to resolve the complaint with the academy on an informal basis, for 

example through discussion with a senior member of staff;   

▪ a formal complaint stage when the complaint is made in writing and usually responded 

to by the chair of governors; and   

▪ a hearing with a panel set up by the academy trust, comprising at least three people 

not directly involved in the matters detailed in the complaint, one of whom must be 

independent of the management and running of the school. Parents must be allowed to 

attend the panel and be accompanied if they wish    

  

Academies may choose to handle complaints from those who are not parents of pupils at the 

academy differently. In these cases, we recommend that the academy should clearly explain 

to the complainant how their complaint will be handled.  

 

What the ESFA will investigate  

  
The ESFA will review complaints about academies that fall into the following areas:   

  

▪ undue delay or non-compliance with an academy’s own complaints procedure   

▪ an academy’s failure to comply with a duty imposed on it under its funding agreement 

with the Secretary of State   

▪ an academy’s failure to comply with any other legal obligation, unless there is another 

organisation better placed to consider the matter as set out in the next section  

  

 

 

https://www.gov.uk/schools-admissions/appealing-a-schools-decision
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What the ESFA will not investigate   
  

Complaints that are, for example:   

▪ about the quality of education or leadership, or concerns affecting the school as a 

whole. These should be raised with Ofsted  

▪ about discrimination. These should be raised with the Equality Advisory Support 

Service  

▪ about data protection. These should be raised with the Information Commissioner's 

Office  

▪ about exam malpractice or maladministration. These should be raised with the Office 

of Qualifications and Examinations Regulation (Ofqual) and relevant awarding body  

▪ about criminal behaviour. These should be raised with the police  

▪ about any matter which is, or has been, subject to legal action   

▪ about employment matters. These should be raised through the academy’s grievance 

procedure, or taken to an Employment Tribunal  

▪ about safeguarding or child protection matters. These should be taken up with the 

academy’s Local Safeguarding Children’s Board   

▪ about a child or young person’s Statement of Special Educational Need where there is 

another route of appeal, for example the First Tier Tribunal (Special Educational Needs 

and Disability) Service formerly the Special Educational Needs and Disability Tribunal 

(SENDIST)   

  

• Complaints more than 12 months after a decision or action is taken will not be considered. 

The only exceptions will be if the delay in sending the complaint to the ESFA was 

unavoidable or if there is evidence that the academy is not currently complying with legal 

requirements.   
  

• Reserve the right not to consider complaints that:  

▪ are malicious (that is, they are instituted without sufficient grounds and serving 

only to cause annoyance)  

▪ use obscenities, racist or homophobic language  

▪ contain personally offensive remarks about members of staff  

▪ are repeatedly submitted with only minor differences after the complaint has 

been fully addressed 

  

Whistleblowing   
  

• The ESFA take seriously all whistleblowing concerns raised. Consideration should be 

taken to submit a complaint confidentially rather than anonymously. Submitting a 

complaint anonymously will make it difficult to conduct a full and thorough investigation. 

http://www.ofsted.gov.uk/contact-us
http://www.ofsted.gov.uk/contact-us
http://www.equalityhumanrights.com/about-us/contactus/
http://www.equalityhumanrights.com/about-us/contactus/
http://www.equalityhumanrights.com/about-us/contactus/
http://www.equalityhumanrights.com/about-us/contactus/
http://www.equalityhumanrights.com/about-us/contactus/
http://www.ico.org.uk/complaints/handling
http://www.ico.org.uk/complaints/handling
http://www.ico.org.uk/complaints/handling
http://www.ico.org.uk/complaints/handling
http://www.ico.org.uk/complaints/handling
http://ofqual.gov.uk/complaints-and-appeals/complaints/
http://ofqual.gov.uk/complaints-and-appeals/complaints/
https://www.gov.uk/employment-tribunals/taking-a-case-to-an-employment-tribunal
https://www.gov.uk/employment-tribunals/taking-a-case-to-an-employment-tribunal
http://www.justice.gov.uk/forms/hmcts
http://www.justice.gov.uk/forms/hmcts
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Confidentiality will be respected when investigating whistleblowing complaints. (see 

paragraph below).  

 

• The ESFA can only proceed with an investigation by disclosing something to the academy 

that identifies an individual and consent will be sought prior to disclosure. If consent is not 

given, it may be that the ESFA will not be able to take a case further. If the allegation is 

sufficiently serious to require an investigation the ESFA may reveal an individual’s identity 

without their consent.   

Outcomes from investigations  

  

• The ESFA cannot change any decision an academy/trust has made about a complaint. 

Their role is to look at whether the academy considered the complaint properly, by 

following a procedure that is in line with legal requirements. 

 

• Upon receipt of a complaint then the ESFA may do one or both of the following:  

▪ ask the academy/trust to reconsider the complaint from an appropriate stage  

▪ ask the academy/trust to change its complaints procedure so that it complies with legal 

requirements   

 

Complaining to the ESFA about an academy   
  

• The ESFA will deal with complaints about academies in accordance with the following 

principles:   

▪ academies should be receptive to genuine expressions of dissatisfaction   

▪ complaints are dealt with promptly, fairly and proportionately; they are also resolved 

at the most local level possible   

▪ in dealing with complaints the ESFA will take account of its public sector equality duty 

(under the Equalities Act 2010)   

  

• If, at any stage of the process, the ESFA believe they are unable to meet the deadline 

outlined in this procedure, they will notify the complainant prior to the  deadline.  

The ESFA will provide details of:  

▪ the reasons they are unable to meet the deadline  

▪ a new deadline date   

 

Where possible, complainants should put their complaint in writing. If they have difficulty in 

providing details in writing, the ESFA will discuss alternative ways of receiving the 

information.   
  

Complaints about academies should be sent:   

▪ via the Department for Education’s schools complaints form    

https://www.education.gov.uk/schools/leadership/schoolperformance/school-complaints-form
https://www.education.gov.uk/schools/leadership/schoolperformance/school-complaints-form
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▪ by post to Ministerial and Public Communications Division  

Department for Education   

Piccadilly Gate   

Store Street  

Manchester  

M1 2WD 

 

ESFA contact telephone number:  03700 0002288 

(and ask for the ESFA Academies Central Unit) 
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Equality Act 2010 (Amendment) Order 2012 Impact Assessment 
Name of Policy: Policy Name 

Date Analysis Undertaken: Date 
•  

General Duty Current Provision 
Task to be completed / 

Undertaken 

Support needed / Date for 

action / Lead 

Eliminate unlawful 

discrimination, victimisation 

and harassment and other 

prohibited conduct. 

   

Advance equality of 

opportunity between people 

who share a protected 

characteristic and those who do 

not 

   

Foster good relations between 

people who share a protected 

characteristic and those who do 

not 
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Template for self-assessment and action planning:  Equality Act 2010 (Amendment) Order 2012 

Protected 

Characteristic 
Positive Impact Negative Impact Neutral Impact 

Engagement 

undertaken 

Evidence and action 

taken/Outcome 

Race 

 

 

 

  

 

  

Religion or Belief 
 

 

  

 

  

Gender / Gender 

Reassignment 

 

 

 

  

 

  

Sexual Orientation 

 

 

 

  

 

  

Disability 
 

 

  

 

  

Age 
 

 

 
 

  

Other (please 

specify) 

 

 

  

 

  

Summary: 

 

 

Undertaken by:  
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(PRINT NAME) 

Signature 
 

 

Date:  

QA: (PRINT 

NAME) 

 

 

QA Signature:  
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