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Rationale

All academies must have a complaints procedure. This must meet the standards set out in the
Education (Independent School Standards (England) Regulations 2014 Schedule 1, Part 7.

A ‘concern’ may be defined as ‘on expression of worry or doubt over an issue considered to be
important for which reassurances are sought’, A complaint may be generally defined as ‘an
expression of dissatisfaction however made, about actions taken or lack of action’.

Any person, including members of the general public may make a complaint; schools must not limit
complaints to parents or carers of children who are registered at the school.

An anonymous concern or complaint will not be investigated under this procedure unless there are
exceptional circumstances.

Inthe event that a complaint concerns the well-being or safety of a child, schools have a duty to
- report this to the Local Authority, and any action taken will be in accordance with the Trust’s
Safeguarding Policy {which is available on the Inspirational Futures Trust website),

If it is determined that staff disciplinary or capability proceedings are required to resolve an issue,
the complainant will only:be informed that action is being taken. The complainant will not be
entitled to participate; and the details of the proceedings will remain confidential to the Head of
~-School/Headteacher/Principal and/or the individual’s line manager.

In order for complaints to be resolved as quickly and fairly as possible, the Inspirational Futures Trust
requests that complainants do not discuss complaints publically via social media such as Facebook 3
-and Twitter. Complaints will be dealt with confidentially for those involved and it is expected that
complainants also observe confidentiality.

To allow for a proper investigation, concerns or complaints should be brought to the attention of the
school as soon as possible. In general, any matter raised more than three months after the event
being complained of will not be considered. However, this may be extended in exceptional
circumstances, such as the level of complexity of information needed to review the complaint, or
difficulties regarding individuals” availability. A mutually acceptable timeframe will then be agreed
with all involved.

This policy will be made available to parents/members of the public and set out clear timescales for
the management of the complaint,

Raising a Concern or Complaint
The complaints procedure will consist three stages:

1. informal {usually a meeting with the complainant)
2. formal {the complaint is put in writing)

3. apanel hearing

If the complaint progresses to the final panel hearing stage, the school must:

1. allow the parent(s) to attend and be accompanied if they wish
2. ensure at least one member of the panel is independent of the management and running of
the school
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‘The completed form; in a sealed envelope, should be passed to the Head of School / Headteacher /
Principal or the Clerk to the Governing Body, as appropriate.

The Head of School/Headteacher/Principal {or Chair of Governors) may invite the complainant to a
meeting to clarify concerns and to seek an informal resolution. If the complainant accepts that
invitation, they may be accompanied by a friend or family member {not acting in a legal capacity), if
they wish, to assist in explaining the nature of their concerns. Brief notes of the meeting will be kept
and a copy of any written response will be added to the record.

If it is not possible to resolve the complaint through a meeting with the Head of School/Headteacher
/Principal (or Chair of Governors), arrangements will be made for the matter to be fully investigated
using the appropriate procedure. In any case, the complainant should learn in writing, within five
working days of the school receiving the formal complaint, of how the school intends to proceed.

"This notification will include an indication of the anticipated timescales.

. Any.investigation will begin in accordance with the above-mentioned timeline and when it has been
concluded the complainant will be informed in writing of its conclusion.

-Ifthe complainant is not satisfied with the decision or the manner in which the process has been
followed, they can request-that the Governing Board reviews the process followed by the school in
- handling the complaint:- Any such request must be made in writing to the Clerk to the Governing
Board within ten schoo!l working days of receiving the notice of the outcome, and must include a
statement specifying any perceived failures to follow the procedure.

‘Members of the Reviewing Panel will have no prior knowledge of the content of the complaint, 5
however if the complainant feels that there is likely to be a bias, they have the right to request an
Independent Panel. Timescales may be affected whilst members of an Independent Panel are

sourced.

Stage 3: Governing Board Panel Review Process

Any review of the decision and/or process followed by the school will be conducted by a panel of
three members of the Governing Board. The Trust will ensure at least *one member of the panel is
independent of the management and running of the academy. This will usually take place within ten
days of receipt of a request.

The review will normally be conducted through a consideration of written submissions, but
reasonable requests to make direct representations will be considered sympathetically. The Panel
will first receive written evidence from the person making the complaint.

The Panel will then invite representatives of the school as appropriate to make a response to the
complaint {usually the Head of School/Headteacher/Principal or the Chair of the Governing Board

Panel that has considered the maiter).

The Panel will also have access to the records kept of the process followed.

The Trust will allow parent(s) to attend and be accompanied if they wish,
The complainant and the schoo! representative(s) will be informed in writing of the outcome, usually
within five days of the Panel meeting.
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APPENDIX 1
<< ACADEMY NAME >> COMPLAINTS FORM

Please complete and return to the Head of School/Headteacher/Principal/Chair of
Governors as appropriate who will acknowledge receipt and explain what action will be
taken.

Your name;

Pupil's name (if applicable):

Your relationship to the pupil
(if applicable):

Address: i

Daytime telephone number*:

Evening telephone number*;

Email adclre_ss*:

*please indicate preferred contact option

Please give details of your complfaint:

What action, if any, have you already taken to try to resolve your complaint?
Who did you speak to and what was the response?
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