Complaints Policy

Church schools serving their communities through excellence,
exploration and encouragement within the love of God.
The diocese of Lincoln is called to faithful worship, confident discipleship and joyful
service and our church schools bear witness to our belief that every child is made in the
image of God and loved by Him. They were founded for the good of their local
communities so that children can be educated through the values and stories of
Christianity.
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1.

Introduction
At the Lincoln Anglican Academy Trust (LAAT) we are committed to developing a strong
partnership with learners, parents/carers and other stakeholders. This provides a good
basis for mutual understanding and for preventing and resolving complaints.
If parents/carers or stakeholders do have a complaint about any aspect of the Trust or one
of its academies, please refer to this guidance which will help us to respond in an effective
and timely way.
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. In this way complainants can feel assured from
the outset of a fair hearing, in line with a defined procedure for dealing with issues that
have not immediately been resolved. We also hope that a staged framework might prevent
an early and unnecessary escalation of the problem.
If you do not understand any part of this policy, please do not hesitate to contact the
Headteacher (or Executive Headteacher/Head of School) or the Chair of the Local Board
(please contact the academy office in confidence to obtain contact details). Your complaint
will then be investigated fully, ensuring all relevant facts are taken into consideration.

2.

Scope
A complaint is an expression of dissatisfaction, however made, about the standard of
service, actions or lack of actions by the Academy or its staff that affects an individual or a
group and requires a response from the Academy. This procedure deals with such
complaints if made by a pupil, a parent/carer or other external stakeholder. There are
separate appeals procedures for a parent dissatisfied with a decision regarding either the
admission or the exclusion of their child.
There are also separate procedures to deal with a complaint raised by or on behalf of a
member of staff. These include the Grievance Procedure for a complaint by an employee of
unfair treatment, the Disciplinary Procedure for an employee complaining about the
conduct of another member of staff and the Whistle Blowing Procedure for an unresolved
allegation of institutional malpractice. Copies of these documents are available from each
academy office or directly from the Trust.

3.

Principles
We believe that most complaints can be resolved satisfactorily by informal discussion or
through a meeting involving the key people involved. Informal queries and complaints
should be taken up directly with the relevant member of staff either verbally or in writing.
Formal complaints should be addressed to the Headteacher of the relevant academy in
writing.
All complaints will be dealt with as quickly and efficiently as possible. The length of the
period will vary with the gravity and complexity of the complaint and the urgency with
which it needs to be settled. However, the intention is that all complaints should be settled
within a period which is reasonable in the circumstances.
All formal complaints will be investigated fully, fairly and carefully and complainants will
be kept informed of progress. The aim is always to secure the resolution of the complaint
to the satisfaction of the complainant if possible.
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Written complaints relating to an academy’s fulfilment of the EYFS requirements will be
investigated and complainants will be notified of the outcome of the investigation within 28
days of having received the complaint.

4.

Representation
The complainant may be accompanied by a friend, colleague or other representative. In
this case, the complainant should make their own arrangements for such representation.
The representative may ask questions, confer with the complainant and make summary
statements but may not answer questions on behalf of the complainant.

5.

Record Keeping
The Headteacher will acknowledge receipt of a formal, written complaint within three
working days. The complaint will be recorded, together with the outcome and reasons for
the outcome. The complainant will be informed of the outcome in writing, together with
their entitlement to appeal the outcome. Where the complaint is upheld, any action to be
taken by the Academy in response will also be recorded.
Accurate records will be maintained throughout the process, including details of any initial
informal process. Records will be held in a secure and confidential manner. Please use the
attached template to submit any complaints. (appendix 1)

6.

Stages of Complaint

6.1.

Stage one: Informal Complaint
Informal complaints or concerns should be raised with the relevant member of staff.
Where an informal complaint is raised with the Headteacher, it will normally be passed to
the most appropriate member of staff to deal with it informally. If the complainant
indicates that they would have difficulty discussing the complaint with this member of
staff, the Headteacher may direct them to another member of staff. Similarly, if the most
appropriate member of staff feels they would have difficulty in dealing with the complaint
objectively, the Headteacher may direct the complainant to another member of staff. If
the complaint is in relation to the Headteacher, it must be put in writing to the Chair of the
Local Board.
In certain circumstances, the Headteacher may instead choose to deal with the complaint
informally in person, or the relevant member of staff may ask the Headteacher to deal with
it informally in person.
If the complaint has been made in writing, the Headteacher may choose to treat it as a
formal complaint and invoke the formal procedure.
If the complaint has been made to the Chair of the Local Board in the first instance, he or
she will refer the complaint to the Headteacher. However, if the complaint concerns the
Headteacher and has already been taken up with the Headteacher without being resolved,
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the complaint must be made in writing to the Chair. The Chair will then invoke the formal
procedure.
The member of staff to whom the complainant is referred will carry out an investigation
and decide on any appropriate action. The complainant and the Headteacher will be
informed of the conclusions drawn from the investigation and action to be taken, together
with details of how to make a formal complaint if they remain dissatisfied.
Every effort will be made to resolve the problem to the satisfaction of the complainant at
this informal stage. Possible outcomes include:
• complaint resolved to the satisfaction of the complainant
• complaint not resolved to the satisfaction of the complainant
• complaint dealt with under another procedure
The academy/Trust will use its reasonable endeavours to resolve any informal complaints
within ten (10) working days of them being raised, except where they are raised in Trust
holidays or within two (2) working days of their commencement, where the Trust will use
its reasonable endeavours to resolve them as soon as possible after commencement of the
new term (usually within ten (10) working days).
6.2

Stage Two: Formal Complaints
If the informal complaint leaves a problem unresolved then the formal process may be
used. The Headteacher will ensure the complaint is investigated fully. The Headteacher
may delegate responsibility for conducting the investigation to another member of staff.
A formal complaint should be made in writing and addressed to the academy Headteacher.
This complaint will be shared with the Trust.
Where the complaint concerns the Headteacher, the Headteacher will inform the
complainant in writing that they should send a detailed account of the complaint to the
Chair of the Local Board, who will then take the place of the Headteacher throughout the
formal procedure. Alternatively, the Chair of the Local Board may appoint an impartial
third party to act on his/her behalf.
Once the investigation has been completed, the Headteacher (or the Chair of the Local
Board, if the complaint concerns the Headteacher) will review all the information and
discuss the findings with the complainant with the aim of reaching a resolution.
The Headteacher (or the Chair of the Local Board, if the complaint concerns the
Headteacher) will decide on the outcome and inform the complainant in writing of the
decision, together with details of how to appeal against the decision if they remain
dissatisfied. A meeting may also be arranged to convey the reasons for the decision.
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Rarely, the decision may involve taking disciplinary action against an individual, for which
there is a separate procedure. In this event, the complainant will be informed that the
complaint will be pursued through disciplinary action. The Academy’s disciplinary
procedures require that all details of proceedings remain confidential, and consequently
the complainant will not be informed of the outcome.
Possible outcomes include:
• complaint withdrawn
• complaint dismissed
• complaint dealt with under another procedure
• complaint upheld
We will aim to complete this stage within 20 working days. In the event that we are not
able to meet this timescale the Headteacher, or Chair of the Local Board, if applicable, will
contact the complainant to explain the reason for the delay and establish a revised date for
concluding the process.
6.3

Stage Three: Appeals
If the complainant remains dissatisfied, they should write to the Chair of the Local Board
setting down the causes of dissatisfaction. The Chair may be able to resolve the complaint
informally, with the result that the complainant withdraws their appeal. If this is not
possible, the Chair will convene an appeal hearing by a Local Board Appeals Committee
consisting of at least three non-staff Local Board members with no prior knowledge of the
complaint. In the event that it is not possible to arrange such a panel, Local Board
members from other academies within the Trust may be approached to form a panel and
hear the appeal.
A Clerk will be appointed to the panel who will 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. They will 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 and notify all parties of the panel’s decision.
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 and the complainant. The panel
chair will ensure that the proceedings are as welcoming as possible. 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.
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The Appeal Committee will decide whether or not the outcome of the formal procedure
was correct. Accordingly, the respondent will be the person who made that decision; that
is, either the Headteacher or the Chair of the Local Board.
The Appeal Committee Chair will ensure that:
• the remit of the Committee is explained to the parties and each party has the opportunity
of putting their case without undue interruption;
• members of the Committee are objective and open minded, and act independently;
• the complainant and any others who may not be used to speaking at such a hearing are
put at ease;
• the hearing is conducted in an informal though clearly structured manner with each party
treating the other with respect and courtesy;
• each side is given the opportunity to state their case and to ask questions;
• any written material is seen by all parties. If a new issue arises all parties should be given
the opportunity to consider and comment on it;
• any witnesses are only required to attend for the part of the hearing in which they give
their evidence;
• the issues are addressed;
• key findings of fact are made.
The hearing should generally proceed as follows:
• introductions and introductory comments from the Committee Chair;
• the complainant explains the complaint, followed by questions;
• any witnesses to support the complaint give evidence and are questioned;
• the respondent explains the outcome of the formal procedure, and briefly describes the
preceding informal procedure if applicable, followed by questions;
• any witnesses to support the respondent give evidence and are questioned;
• the complainant sums up;
• the respondent sums up;
• with the exception of the Committee members and any independent adviser they may
have, all persons withdraw while the Committee reviews the evidence and decides the
outcome;
• the complainant and the respondent are informed of the decision in writing within seven
working days.
Following the hearing the Appeals Committee may:
• dismiss the complaint in whole or in part;
• uphold the complaint in whole or in part;
• decide on any further action to be taken;
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• If appropriate, recommend changes to the Academy’s systems or procedures to ensure
that problems of a similar nature do not recur.
The complainant will be informed in writing within seven days of the outcome of the
hearing and the reasons for it, and that the decision is final.

7.

Vexatious or Repeated Complaints
There may be occasions when, despite a complaint being considered under all stages in this
Complaints Policy, the Complainant persists in making the same complaint to the Academy.
There may also be occasions when a Complainant raises unreasonable persistent complaints
or raises complaints about matters which do not affect them. There may also be occasions
when a complaint is made about a matter which is clearly so trivial that it would be a
waste of the Academy’s resources to deal with it under the formal stages of the procedure.
In all of these cases, the Academy reserves the right to regard the complaint as vexatious
and/or repeated and to refuse to investigate it under the procedure in this Complaints
Policy, if it appears reasonable and fair to do so, having regard to the circumstances
surrounding the complaint.
Where the Academy decides that a complaint is vexatious and/or repeated and will not be
investigated, the Academy will write to the Complainant within 5 working days of the
complaint being raised to notify them of the decision.
If the Complainant is unhappy with the decision not to investigate a vexatious and/or
repeated complaint, they may write to the Trust to ask for the decision to be reviewed.
The Trust will be provided with all documentation relating to the current complaint and
any previous complaints which were relevant to the decision, together with the letter from
the Academy to the Complainant, and will review the decision not to investigate the
complaint. The Trust will not investigate the complaint itself during this review.
The Trust will write to the Complainant with the outcome of the review within 10 working
days of the date that the letter from the Complainant seeking the review was received.
If the Trust quashes the decision not to investigate the concern or complaint, it will be
referred to the Academy to be dealt with under the procedure in this Complaints Policy in
the usual way.
If the Trust upholds the decision not to investigate the concern or complaint, the
Complainant may refer the concern or complaint to the Education and Skills Funding Agency
using the procedure stated towards the end of this Complaints Policy.
In exceptional circumstances, the Trust can delegate the responsibility for the review to
the Chair of the Local Board.
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8.

Anonymous Complaints
The Trust and its Academies will not investigate anonymous complaints under the
procedure in this Complaints Policy. Anonymous complaints will be referred to the
Headteacher or the Trust who will decide what, if any, action should be taken

9.

Publicising the Procedure
There is a legal requirement for this Complaints Procedures to be publicised. LAAT will
include this information on the academies’ and Trust website. A copy will also be held in
the academy office.

10.

Review
This policy will be reviewed every three years by the Board of Directors.
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APPENDIX A
COMPLAINTS FORM
Please complete and return to the Headteacher or Chair of the Local Board who will acknowledge
receipt and explain what action will be taken.
Name
Pupil’s name:
Your relationship to the pupil:
Address:

Postcode:
Day time telephone number:
Evening telephone number:
Please give
complaint.

details

of

your

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

Who did you speak to and what
was the response?

What actions do you feel might
resolve the problem at this
stage?
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Are
you
attaching
any
paperwork? If so, please give
details.

Signature:

Date:
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