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COMPLAINTS PROCEDURE 
 
 
 

Monitoring, Evaluation and Review  

This policy will be promoted and implemented throughout Rushey Mead Educational Trust. The board will 
review the policy annually, unless there are significant legislative changes in the interim period.  

 

 

Policy reviewed:  __________September 2016________________________________ 

 
 
Signed    __________________________________________ 
  
On behalf of Rushey Mead Educational Trust  
 
Date    ________27.09.2016_________________________ 
 

 

 

This policy was adopted by the Local Governing Body of ________________________ 
 
 
 
 
Signed      _________________________________________  
On behalf of the Local Governing Body 

 
Date      __________________________  
 

 

 

Version Date Author Reason for Change 

V0.1 19.10.2015 CJO 
Update of policy to reflect conversion to Multi 
Academy Trust. 

V0.2 13.01.2016 CJO 

Updated Stage Three procedure according to 
governmental advice. 

Addition of Record Keeping section. 

V0.3 08.06.2016 CJO 

Revision of Stage Two wording. 

Addition of Stage Three – Formal Complaints to 
the Trust. 

V0.4 31.08.2016 CJO 
Addition to Record Keeping – availability of 
complaints for preceding school year.  
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COMPLAINTS PROCEDURE 
 
 
Introduction 

 
Rushey Mead Educational Trust is committed to maintaining strong and productive partnerships with 
parents/carers/pupils and other members of the local community.  We believe our positive relationships with 
our partners provide a good basis for establishing mutual understanding and finding solutions when things 
appear to go wrong. 

 
We are open to feedback and comments about our work, both positive and negative, as these can provide us 
with valuable information about our effectiveness and how we can better meet our aims. 
 
This Policy describes the procedures to be followed when parents/carers/pupils or others have concerns and 
make complaints about the conduct of the Rushey Mead Educational Trust, its Academies, or the actions or 
omissions of any member of staff. 
 
The procedures set out in this policy exclude complaints relating to whistleblowing, details of which are 
located within the Rushey Mead Educational Trust’s Finance Policy. 
 
What Constitutes a Complaint in our Procedure? 
 
We accept the Local Government Ombudsman’s definition of a complaint about an Academy: 
 
 “A complaint is an expression of dissatisfaction, however made, about the standard of service, actions, or 

lack of actions, by a school or its staff affecting an individual or group.” 
 
Members of the public, parents/carers and pupils/pupils may legitimately express dissatisfaction about 
aspects of our work. 
 
When we consider a complaint, we will follow all relevant statutory requirements, government advice and 
accepted good practice.   We will investigate the actions or omissions that gave rise to the complaint and try 
to take account of all relevant circumstances. 
 
 
Why have we adopted a General Complaints Procedure? 
 
We hope that the adoption of a clear complaints procedure will help to ensure that most complaints are 
resolved quickly and smoothly and as close to the source of the misunderstanding or problem as possible.  We 
hope that complainants will feel assured from the outset of a fair hearing, following a defined and clear 
procedure.  In addition, we will ensure that lessons learned from the investigation are brought to the attention 
of relevant staff so that they may be used to improve the Trust’s policy and practice. 
 
 
The Policy’s Guiding Principles 
 
The guiding principles behind our Complaints Procedure are: 
 
Simplicity - simple, well publicised stages; 
Access - complainants knowing exactly where, how and to whom they should 

complain; 
Speed and Clarity - complaints being dealt with promptly, effectively and professionally within 

stated time limits and at as early a stage as possible; 
Action - action being agreed and reviewed, with complainants kept informed of 

progress throughout each stage of the procedure; 
Development - opportunities for the Trust to consider changes to current practice on the basis 

of what complainants feed back. 
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Our Procedure for Handling Complaints 
 
Response Standards 

 
We believe that most complaints can be resolved satisfactorily by informal discussion either by telephone or 
through a meeting of the key people involved. 

 
We aim to acknowledge complaints within 5 working days and give a full response to complainants within 2 
weeks.  If the complaint is judged to involve complex issues, complainants will be informed within 2 weeks 
when they can expect a full response.  Complainants will be kept informed of progress if a lengthy 
investigation is involved.  The main aim throughout the process is to resolve the matter as quickly and 
effectively as possible, to everybody’s satisfaction. 

 
Stage One: Informal Complaints 
 

 Parents/carers, pupils and others should raise informal complaints or concerns with the child’s 
Teacher/ Form Tutor/ Divisional Head/ Pastoral Coordinator/ or whomever is most 
appropriate.  Parents will be encouraged to make prior appointments to discuss any issues 
that are not of a routine nature.  Criticisms of the professional conduct or competence of a 
member of staff which may be brought to a teacher’s attention will be referred to the 
Principal or Vice-Principal. 

 

 Pupils should use the same system.  This should be done in consultation with their 
parents/carers.  Pupils’ complaints should be made outside teaching times to relevant 
available members of staff.  Pupils’ complaints will be dealt with in the same manner as 
complaints from other sources. Malicious and unfounded pupil complaints, however, will carry 
relevant disciplinary consequences.  The school will contact the parent/carer of any pupil who 
makes a complaint to work in partnership with the family to resolve the complaint. 

 

 If a parent/carer believes that a complaint or concern is sufficiently serious or sensitive 
she/he should talk to the Principal or Vice-Principal, who will investigate or arrange for the 
complaint to be investigated.   Progress will be reported back either through a discussion with 
the complainant or in writing. 
  

 In some cases, matters affecting general academy policy may be judged by the Principal, in 
consultation with the Chair of Governors, to be appropriate for discussion at Governing Body 
level.  In these circumstances care will be taken to ensure that the identity of the complainant 
and the individual complained of are not disclosed to Governors in case further, more formal 
procedures are involved at a later stage. 

 

 Any complaint against the Principal should be made to the appropriate Governing Body and 
the Rushey Mead Educational Trust via either email, rmtrust@rushey-rmet.org.uk or telephone, 
0116 268 9739.  
 

 In most cases, it is anticipated that complaints will be resolved immediately but where this is 
not possible, and if not already done so, a written, formal complaint should be made to the 
Headteacher/Principal. 
 

 
Stage Two: Formal Complaints 
 

 

 At this stage it has become clear that the concern is a definite complaint. 
 

 Formal complaints should be made in writing and will normally be investigated by the 
Principal in the first instance.  If the complaint directly concerns the Principal, complainants 
should contact the Academy’s Chair of Governors, who will consult the Trust over appropriate 
action. 

 

 The Principal will reply to the complainant immediately, in writing, to acknowledge receipt of 
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the complaint.  
 

 The Headteacher/Principal will respond to the complainant no later than 10 working days 
after the receipt of the complaint, to inform the complainant of the outcome of the 
investigation.  
 

 The Headteacher/Principal will keep written records of all meetings, telephone conversations 
and any other documentation which will be held securely on the Academy premises. 
 

 Where the matter has not been settled to the satisfaction of the complainant, he/she will be 
informed, at the meeting, of the opportunity to make representation to the Governing Body. 
 

 Where relevant, findings and recommendations may also be sent to the person complained 
about. 

 

 Any other Governors in receipt of complaints will refer them to the Principal or the Chair of 
Governors, as appropriate, and will not become further involved in the investigation. 
 

 If the complainant is dissatisfied with the Principal’s response, they should contact the Chair of 
Governors who consult with the Trust over the resolution of the matter.  The Chair of 
Governors will determine a method of further investigation and of formal response to the 
complainant.   
 

 In some cases a complaint may lead to disciplinary action against an individual. There are 
separate procedures for disciplinary action.  If this is the case the complainant will be 
informed that the situation will be pursued through disciplinary action.  Under the Trust’s 
disciplinary procedures, the outcome of these procedures is confidential. 

 
Stage Three: Formal Complaints to the Trust 
 

 Should the complainant be dissatisfied with both the Principal and Chair of Governor’s 
response they should refer their complaint directly to Rushey Mead Educational Trust via 
either email rmtrust@rushey-rmet.org.uk or telephone 0116 268 9739. The Trust will then 
investigate the complaint and respond to the complainant.  
 

 
Stage Four:  Appeal 
 

 If the complainant remains dissatisfied after Stage Two investigations, they may appeal to 
the Appeals Panel of the respective Academy’s Governing Body. This will take place at a 
panel hearing where a final resolution of their complaint will be sought.  
 

 Appeals panels will comprise of at least three people who are not directly involved in the 
matters detailed in the complaints, one of whom will be independent to the management and 
running of the academy.  
 

 Complainants are permitted to attend and be accompanied at the panel hearing should they 
wish.  
 

 The Appeals panel will document its findings and recommendations, making these findings 
and recommendations available for inspection on the academy premises by the Principal. A 
copy of these findings and recommendations will be provided to the complainant and, where 
relevant, person complained about.  

 

 If Parents/Carers, pupils, and others are dissatisfied with the handling of their complaint they 
can contact the Education Funding Agency (EFA) who handle complaints about academies on 
behalf of the Secretary of State.  

 
 
 

mailto:rmtrust@rushey-rmet.org.uk
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Record Keeping 
 

 The Trust and its academies will maintain a written record of all complaints, whether they are 
resolved following a Stage Two investigation or proceed to Stage Three appeal, including 
the action taken by the Trust and/or academy as a result of those complaints (regardless of 
whether they are upheld). 

 All documentation relating to a complaint, including correspondence, statements and records, 
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).The number of 
complaints registered under the formal procedure during the preceding school year is 
available upon request. 


