
Complaints Policy 



COMPLAINTS PROCEDURE 

INTRODUCTION 

Parents, community, stakeholders and the Academy wish to do their best for each and every child in their care. The 
responsibilities and rights of parents, teachers and governing bodies, and wants of community and stakeholders fit 
together to fulfill this purpose. 

There may be occasions when dissatisfaction is expressed by one of these parties, and arrangements need to  
be  established for addressing these. The purpose of these arrangements is to reinforce the partnership  
between  the Academy and s t a k e h o l d e r s  by setting out a common framework for dealing with concerns 
and complaints that they may have with regard to child’s education at Academy. It is to be used with a degree 
of flexibility, depending on each individual case with the objective of resolving concerns. 

This document i s  ava i lab le  on the  Academy webs i te  and will be provided to stakeholders in hard 
copy on request. It is mainly intended for use by teachers and other staff and those organisations, which advise or 
support parents in their concerns. 

The overall responsibility for the conduct of the Academy rests with the Governing Body. The specific 
responsibility  for  the  organisation  and management of  the  Academy  rests  with  the  Principal.  The governors 
and the Principal recognise that the partnership between the Academy,  parents and other stakeholders, which 
is based on mutual  trust and respect, plays an essential part in building an effective Academy.  

The use of the word “parent” in this document includes carer. 

Framework of Principles 

An effective Complaints Procedure will: 

 encourage resolution of problems by informal means wherever possible;
 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 the Academy’s senior management team so that services can be improved.

Investigating Complaints 

It is suggested that at each stage, the person investigating the complaint (the Complaints Co-ordinator), 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.

Resolving Complaints 

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

At each stage in the procedure Academies will want to 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. 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;
 an undertaking to review Academy policies in light of the complaint.

An effective procedure will identify areas of agreement between the parties.  It is also of equal importance to clarify 
any misunderstandings that might have occurred as this can create a positive atmosphere in which to discuss any 
outstanding issues. 

As well as addressing an individual’s complaints, the process of listening to and resolving 
complaints will contribute to Academy improvement.  

Governing Body Review 

The Chair of Governors monitors the level and nature of complaints and review the outcomes on  
a regular basis, with the Principal, to  ensure the effectiveness of the procedure and make changes or referrals 
to the Governing Body where necessary. Complaints information shared with the whole Governing Body 
will not name individuals unless there is a safeguarding issue.  

The monitoring and review of complaints by the Academy and the Governing Body is a useful tool in 
evaluating an Academy’s performance. 

Complaints procedure 
 A full copy of the complaints procedure is available on the Academy website and will be provided in paper 
copy upon request
 Findings and recommendations will be provided through all steps of the process
 Written records will be kept of all complaints, indicating whether they were resolved at a preliminary stage, 
by the Principal or Chair of Governors, or whether they proceeded to
panel hearing following referral by the Principal or Chair of Governors
 Correspondence, statements and records of the complaints will be kept confidential unless there is a 
safeguarding issue.

1. POSSIBLE AREAS OF CONCERN

A concern may be, for example, about any of the following:
 A child’s learning;
 What happens in the classroom or around the Academy;
 Bullying;
 Racial and sexual harassment;
 The conduct of other children, stakeholders, parents or community in Academy;



 Teachers or other staff;
 Any incident affecting relationships in Academy.

The Academy hopes it can resolve any concerns that stakeholders might have. 

2. HOW TO RAISE AND RESPOND TO A CONCERN

STEP 1

If a parent or  community  stakeholder is unhappy about something in the Academy, 
particularly about arrangements of  a  child’s class, he/she should in the first place talk with the subject 
teacher/tutor and say briefly what it  is  about.  If  the  subject  teacher/tutor  thinks  it will  take  some  time  
to  discuss,  an appointment will be fixed as soon as possible. This will give the teacher an opportunity to 
explore the matter before the meeting or to involve other staff concerned with the issue, if appropriate. 
The parent or community stakeholder should not approach other students.

If a complainant does not wish to speak to the class teacher/tutor, or considers the matter of such 
seriousness, he/she can ask to see the appropriate Middle Leaders, either a Curriculum Leader or Head of 
House.

If a complainant feels uneasy or wants support in putting the case, he/she can bring a friend. This could be 
very important if help with language translation is required.

If the class teacher/tutor considers the matter cannot be resolved, he/she should briefly advise the Leadership 
Team of the position.

STEP 2

If the matter has not been resolved to the complainant’s satisfaction, an appointment should be made 
to see the Assistant Principal or Vice Principal. The Principal may/can ask another member of the 
Leadership Team to deal with the matter on his/her behalf. The complainants should be seen within five 
working days of asking for a meeting. At the meeting he/she should be asked to explain in detail the 
concern. After the meeting, there will be a further investigation by Academy management, if necessary. The 
complainant should receive a written response within five working days.

If a complainant feels uneasy or wants support in putting the case, he/she can bring a friend. This could be 
very important if help with language translation is required.

STEP 3 

If the matter has not been resolved to a complainant’s satisfaction, an appointment should be made to 
see the Principal. The complainant should be seen within five working days of asking for a meeting. At the 
meeting they should be asked to explain in detail their concerns. After the meeting, there will be a 
further investigation  by Academy management, if necessary. The c o m p l a i n a n t should receive a 
written response within five working days. 
STEP 4 

If the matter is still not resolved to t h e  c o m p l a i n a n t ’ s  satisfaction, it can then be referred to 
the Chair of the Governing Body of the Academy. The complainant should write to the Chair of Governors 
via the Academy office; or discuss directly using the contact details given on the Academy website; or by 
asking the Principal to inform the Chair that they would like an appointment with to discuss the concern. 
The Principal (or representative) has the right to be present at the meeting. 

Having heard the complaint, the Chair of Governors may agree with the Principal for immediate action to 
be taken. Or h e / s h e  may need to refer the matter to a  p a n e l  m e e t i n g . The 



complainant should be told in writing the outcome of their discussions. This stage should take no longer 
than 15 working days. 

The Chair will arrange for a group of himself, one other governor and one independent person (all of whom 
have not been directly involved in the matter detailed in the complaint) to meet with the complainant, listen 
to  the complaint and try and resolve the problem, in consultation with the Principal.  

3. THE ROLE OF THE LOCAL AUTHORITY (LA)

3.1.  Much of what goes on in an Academy is the immediate responsibility of the Governing Body and the 
Principal   rather  than  the  LA,  i.e.  Islington  Council.  However,  the  LA  has  certain  direct 
responsibilities in the following areas: 

 Support for pupils with statements of special educational needs.
 Protection of children from abuse.
 Student admissions and exclusions.
 Health and Safety.

3.2 Complaints about these issues should first be raised with the Academy in accordance with these 
arrangements. 

The c o mp l a i n a n t will receive an acknowledgement within 5 working days of receipt of the letter, 
and after investigation with the Academy, a full written reply within 15 working days. 

4. SPECIFIC CURRICULUM COMPLAINTS BY PARENTS

4.1 If a parent considers that the child’s Academy acted unreasonably, Section 23 of the Education 
Reform Act 1988 gives parents the right to make a complaint about: 

 curriculum provision, including religious education and collective worship;

 the implementation of the curriculum;

 the availability of courses of study which lead to a recognised external qualification;

 exemptions from the national curriculum;

 the operation of charging policies;

 the provision of specific information about the Academy and the curriculum.

4.2 If a parent has a complaint about any of these matters, he/she is advised to follow Steps 1 and 2 of 
Section 2 above. 

  4.3  In considering the complaint, the Principal or Chair of Governors will consider whether: 

a. The Academy’s curriculum policy is consistent with legal requirements, as outlined in the Funding 
Agreement;
N.B. The Academy is not required to teach an individual student or group of students in one or more 
subjects where, in the opinion of the Principal, it is inappropriate to do so by reason of the student’s or 
group’s ability or attainment.

b. The Academy’s actions are consistent with their policy;
c. The actions of the Academy’s staff are consistent with the policy.



5. ADVICE AND SUPPORT FOR COMPLAINANTS

A parent may at any stage seek the advice and/or support of others. Islington Council has the Islington 
Children’s Information Service to support; parents in particular. They can be contacted at:

Islington Children’s Information Service (CIS)

You can contact the CIS helpline on 020 7527 5959. The helpline is open from 9am to 5pm, Monday to Friday. 
Outside those times you can leave a message and they will get back to you.




