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1 Purpose 
 
This procedure has been produced as a result of the legal obligations and duties placed on 
academy schools in relation to the standards set out in the Education (Independent School 
Standards (England) Regulations 2014 Schedule 1, Part 7. This does not limit complainants 
to parents or carers of pupils registered at a school. A complainant could be a member of 
the wider community or representing an ex-pupil. The law also requires the procedure to 
be publicised.  
 
The Local Governing Body of each school within Ad Astra Academy Trust should ensure 
that any third-party providers offering community facilities or services through the school 
premises, or using school facilities, have their own complaints procedure in place. 
 
For the purposes of this policy, the use of ‘Trust’ also includes school(s) within Ad Astra 
Academy Trust. References to the ‘DfE’ mean the ‘Department for Education’. 

2 Dealing with complaints – initial concerns  
 
As a school it should be distinguished as soon as possible if the complaint is actually a 
complaint or a concern. All staff are advised to take informal concerns seriously at the 
earliest stage as this should reduce the numbers that develop into formal complaints.  

Although a formal complaints policy is a legal requirement, its existence should not 
undermine efforts to resolve the concern informally and in most cases the class teacher or 
the person first receiving the approach is often able to resolve concerns ‘on the spot.’ 
However, formal complaints should always follow the complaints procedure.  

3 Aims of this Policy 
 
The aims of this policy are to; 

• Set out clearly the stages of the complaints process and detail how a complaint will be 
handled including the timescales for response.  

• Set out the clearly the procedure for making a complaint. 
• Set out the standards of courtesy and reasonableness that should characterise all 

communications between the Trust and persons who wish to express a concern or 
pursue a complaint.  

• Support the well-being of pupils, staff and everyone else who has legitimate interest in 
the work of the Trust, including Local Governing Body members and parents. 

• Set out when a complaint will be deemed persistent and/or unreasonable.   
• Set out how the Trust will deal with unreasonable complaints to ensure they are dealt 

with fairly, honestly and properly whilst ensuring that members of the school 
community suffer no detriment. 

http://www.legislation.gov.uk/uksi/2014/3283/schedule/made
http://www.legislation.gov.uk/uksi/2014/3283/schedule/made
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4 Framework of Principles  
 
Schools within Ad Astra recognise that 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 senior staff so that services can be improved.  

5 Managing Expectations 
  
Parents, carers and other members of any school community who raise either informal or 
formal concerns or complaints with the Trust can expect the Trust to:  

 Regularly communicate in writing as appropriate to advise, how and when problems 
can be raised with any school;  

 Have a complaints procedure including the policy for dealing with persistent or 
unreasonable complaints and harassment in schools. 

• Respond within a reasonable time. 
• Be available for consultation as appropriate within reasonable time limits bearing in 

mind the needs of the pupils within the school and the nature of the complaint/s. 
• Respond with courtesy and respect. 
• Attempt to resolve problems using reasonable means in line with the Trust’s complaints 

procedure, other policies and practice and in line with guidance and advice from the 
DfE. 

• Keep complainants informed of progress towards a resolution of the issues raised.  

Complainants who may have been restricted in their communications with the school can 
also be advised to ask an appropriate third party to act on their behalf.  
 
The Trust expects parents/carers/members of the public who wish to raise problems with 
the Trust to; 

• Raise all reasonable complaints in an appropriate manner in accordance with the Trust’s 
complaints policy and refrain from raising complaints on social media and other online 
forums.  

• Treat all Trust staff with courtesy and respect.  
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• Respect the needs and well-being of pupils and staff in the Trust.  
• Avoid any use, or threatened use, of violence to people or property. 
• Avoid any aggression, verbal abuse or inappropriate language.  
• Recognise the time constraints under which members of staff in the Trust work and 

allow the Trust a reasonable time to respond.  
• Recognise that resolving a specific problem can sometimes take time.  

6 Equality 

Ad Astra Academy Trust is committed to promoting equality, diversity, and inclusion in all 
aspects of its work. We value and respect the diversity of our school community and are 
committed to ensuring that everyone is treated fairly, with dignity and respect, and without 
discrimination. 

Complaints will be handled in accordance with the principles of the Equality Act 2010. No 
person will be treated less favourably or disadvantaged because of age, disability, gender 
reassignment, marriage or civil partnership, pregnancy or maternity, race, religion or belief, 
sex, or sexual orientation. 

We will make reasonable adjustments to ensure that our complaints process is accessible 
to all, and we will take account of individual needs and circumstances. All complaints will 
be considered impartially and confidentially, and we are committed to eliminating unlawful 
discrimination and advancing equality of opportunity for all members of our community. 

7 Accessibility 

Ad Astra Academy Trust is committed to ensuring that this Complaints Policy is accessible 
to all members of our community. If you require this policy or any related documents in an 
alternative format or you require any additional support in making your complaint, please 
contact the Trust’s central team. They can be contacted at 
enquiries@adastraacademyTrust.com. We will make reasonable adjustments to support 
individuals with disabilities or additional needs, in line with our obligations under the 
Equality Act 2010. 

If you need assistance in making a complaint, or require support with communication, 
translation, or interpretation, please let us know. We are committed to ensuring that 
everyone can raise concerns and have them addressed fairly, regardless of their individual 
circumstances 

8 Out-of-Scope Complaints 

Certain matters are not covered by this complaints policy, as they are subject to separate 
statutory procedures or processes. The following types of complaints are considered out 
of scope and should be addressed through the relevant alternative procedures: 
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• Staff grievances or disciplinary matters (handled through the Trust’s internal HR 
procedures) 

• Admissions to the school (see the school’s admissions policy) 
• Exclusions of pupils (see the school’s exclusions policy) 
• Child protection or safeguarding concerns (refer to the school’s safeguarding and 

child protection policy and contact the Designated Safeguarding Lead) 
• Special educational needs (SEN) assessments or provision (refer to the SEN policy 

and statutory processes) 
• Matters relating to collective worship or religious education (refer to the relevant 

policy) 
• Whistleblowing (see the Trust’s whistleblowing policy) 
• Complaints about data protection or freedom of information (refer to the Data 

Protection Officer or the Information Commissioner’s Office) 
• Complaints about services provided by other providers who may use the school 

premises or facilities (should be directed to the service provider concerned) 

If your complaint falls into one of these categories, you will be advised of the appropriate 
procedure to follow. If you are unsure which procedure applies, please contact the school 
office or the Trust’s central team for guidance 

9 Early Resolution and Mediation 

Ad Astra Academy Trust encourages the early resolution of concerns and complaints 
wherever possible. We believe that most issues can be resolved informally through open 
and constructive communication between the parties involved. 

At each stage in the procedure the school should always take into consideration ways in 
which a complaint can be resolved and accept that it might be sufficient to acknowledge 
that the complaint is valid in whole or in part.  
 
In addition, it should be considered whether it is 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 Trust will try and ensure the incident will not recur;  
• an explanation of the steps that have been or will be taken to ensure that it will not 

happen again and an indication of the timescales within which changes will be made;  
• an undertaking to review school policies in light of the complaint.  
 
Complainants will also be strongly encouraged to state what actions they feel might resolve 
the problem at any stage. An admission that the school could have handled the situation 
better is not the same as an admission of negligence. By understanding what a complainant 
feels will resolve the problem will allow a more constructive way forward. 
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The person handling the complaint should identify areas of agreement between the parties 
and also clarify any misunderstandings that might have occurred as this can create a 
positive atmosphere in which to discuss any outstanding issues.  

Where appropriate, the Trust may offer mediation as a means of resolving complaints at 
an early stage. Mediation is a voluntary and confidential process in which an impartial third 
party helps those involved to reach a mutually acceptable solution. Mediation can be 
particularly helpful in resolving misunderstandings, restoring relationships, and preventing 
escalation. 

If you feel that mediation may help to resolve your concern or complaint, please contact 
the school office or the Trust’s central team to discuss this option. The Trust will consider 
all requests for mediation and, where suitable, will make arrangements for an appropriate 
mediator to assist. 

Seeking early resolution or mediation does not affect your right to pursue your complaint 
through the formal stages of this policy if the issue remains unresolved. 

10 Withdrawal of a complaint 

Where a complainant wishes to withdraw their complaint, the Trust will ask them to confirm 
this in writing. The school/Trust will not under any circumstances ask or pressure an 
individual to withdraw a complaint. 

11 Record keeping 

A written record will be kept of all complaints that are made, regardless of the stage at 
which they are resolved, including any action taken by the Trust as a result of those 
complaints, whether they are upheld or not.  

All correspondence, statements and records relating to individual complaints will be kept 
confidential except where the Secretary of State or an inspectorate requests access to 
them. 

Academy Trusts are data controllers in their own right and must decide for themselves how 
long to keep records, unless statutory regulations apply. Ad Astra Academy Trust will retain 
records of complaints and related documents in line with the Data Protection Policy and 
Records Management Policy. Personal data will only be kept for as long as necessary. 

12 Exceptional circumstances 

The DfE expects complainants to have completed the Trust’s complaints procedure before 
directing a complaint to them. The exceptions to this include when: 

• Pupils are at risk of harm.  
• Pupils are missing education.  
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• A complainant is being prevented from having their complaint progressed through the 
Trust’s complaints procedure.  

• The DfE has evidence that the Trust is proposing to act or is acting unlawfully or 
unreasonably.  

13 Managing unreasonable complaints 

The Trust is committed to dealing with all complaints fairly and impartially, and to providing 
a high-quality service to those who complain. The Trust will not normally limit the contact 
complainants have with the Trust itself or any of its academies; however, the Trust does 
not expect staff to tolerate unacceptable behaviour and will take action to protect staff 
from that behaviour, including that which is abusive, offensive or threatening. 

For the purposes of this policy, “unreasonable complaints” include: 

• Vexatious complaints, which: 

 Are obsessive, persistent, harassing, prolific, or repetitious. 

 Insist upon pursuing unmeritorious complaints and/or unrealistic outcomes 
beyond all reason. 

 Insist upon pursuing meritorious complaints in an unreasonable manner. 

 Are designed to cause disruption or annoyance. 

 Demand for redress which lacks any serious purpose or value. 

• Serial or persistent complaints, which: 

 Are duplicated, sent by the same complainant once the initial complaint has 
been closed.  

 Are new complaints that are submitted additionally, as part of an existing open 
complaint, by the same complainant. 

A complaint may also be regarded as unreasonable when the complainant: 

• Refuses to articulate their complaint or specify the grounds of a complaint or the 
outcomes sought by raising the complaint, despite offers of assistance. 

• Refuses to cooperate with the complaints investigation process while still 
wishing their complaint to be resolved. 

• Refuses to accept that certain issues are not within the scope of a complaint’s 
procedure. 

• Insists on the complaint being dealt with in ways which are incompatible with 
the adopted complaints procedure or with good practice. 
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• Introduces trivial or irrelevant information which they expect to be taken into 
account and commented on or raises large numbers of detailed but unimportant 
questions and insists they are fully answered, often immediately and to their 
own timescales. 

• Makes unjustified complaints about staff who are trying to deal with the issues 
and seeks to have them replaced. 

• Changes the basis of the complaint as the investigation proceeds. 
• Repeatedly makes the same complaint despite previous investigations or 

responses concluding that the complaint is groundless or has been addressed. 
• Refuses to accept the findings of the investigation into that complaint where the 

Trust’s complaints procedure has been fully and properly implemented and 
completed, including referral to the DfE. 

• Seeks an unrealistic outcome. 
• Makes excessive demands on school time by frequent, lengthy, complicated and 

stressful contact with staff regarding the complaint in person, in writing, by email 
and by telephone while the complaint is being dealt with. 

• A complaint may also be considered unreasonable if the complainant: 
• Acts maliciously or aggressively. 
• Uses threats, intimidation or violence. 
• Uses abusive, offensive or discriminatory language. 
• Knows the complaint to be false. 
• Uses falsified information. 
• Publishes unacceptable information in media such as social media websites and 

newspapers. 

The above applies regardless of the method the complaint is made, e.g. face-to-face, by 
telephone, in writing or electronically. 

Complainants should limit the number of communications with the Trust while a complaint 
is being progressed. It is not helpful if repeated correspondence is sent, either by letter, 
phone, email or text, as it could delay the outcome being reached. 

Whenever possible, the member of staff, local governor or Trustee leading the response to 
a complaint will discuss any concerns with the complainant informally before applying an 
‘unreasonable’ marking.  

Serial or persistent complaints will only be marked as ‘serial’ once the complainant has 
completed the complaints procedure. It is the complaint that will be marked as ‘serial’, 
meaning the complainant can complain about a separate issue if necessary. A complaint 
will not be marked as serial where a complainant has exercised their right to refer their 
complaint to their MP. 
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If the behaviour continues, the individual handling the complaint will write to the 
complainant explaining that their behaviour is unreasonable and asking them to change it. 
For complainants who excessively contact the Trust or any of its academies causing a 
significant level of disruption, the Trust may specify methods of communication and limit 
the number of contacts in a communication plan. This will usually be reviewed after six 
months. 

A decision to stop responding will only be considered in circumstances where the following 
statements are true: 

• Every reasonable step has been taken to address the complainant’s concerns 
• The complainant has been given a clear statement of the Trust’s position and their 

options 
• The complainant contacts the Trust or any of its academies repeatedly, making 

substantially the same points each time 

If the above criteria are met, in making a decision to stop responding, the Trust will also 
consider if the complainant is often or always abusive or aggressive in their communication, 
makes insulting personal comments about or threats towards staff, or if the Trust believes 
their intent is to disrupt or inconvenience the Trust or its academies. 

The Trust will not stop responding to a complainant on the basis that they are difficult to 
deal with or they ask complex questions. 

In response to any serious incident of aggression or violence, the concerns and actions 
taken will be put in writing immediately and the police informed. This may include banning 
an individual from the premises.  

14 Complaints campaigns 

Where the Trust becomes the subject of a complaints campaign from complainants who 
are not connected with the Trust, a standard, single response will be published on the 
Trust’s website. 

If the Trust receives a large number of complaints about the same subject from 
complainants who are connected to the Trust, e.g. parents, each complainant will receive 
an individual response.  

If complainants remain dissatisfied with the Trust’s response, they will be directed to the 
DfE. 

15 Barring from the premises 

School premises are private property and therefore any individual may be barred from 
entering the premises.  
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If an individual’s behaviour is cause for concern, the Headteacher of the relevant academy 
will ask the individual to leave the premises. 

The Headteacher will notify the parties involved in writing, explaining that their implied 
licence for access to the premises has been temporarily revoked and why, subject to any 
representations that the individual may wish to make. The individual involved will be given 
the opportunity to formally express their views regarding the decision to bar them.  

Where escalated this decision to bar will be reviewed by the CEO, taking into account any 
discussions following the incident. If the decision is made to continue the bar, the individual 
will be contacted in writing, informing them of how long the bar will be in place, and when 
the decision will be reviewed. 

Anyone wishing to make a complaint regarding a barring order can do so in writing, 
including via email, to the Headteacher or chair of governors. 

16 Interviewing witnesses 

When interviewing pupils to gather information regarding a complaint, the interview should 
be conducted in the presence of another member of staff or, in the case of serious 
complaints, e.g. where the possibility of criminal investigation exists, in the presence of 
their parents. All pupils interviewed will be made fully aware of what the interview concerns 
and their right to have someone with them. 

The Trust will ensure that the conduction of interviews does not prejudice an investigation 
by the LA designated officer (LADO) or the police. Where such investigations are underway, 
this policy will be paused until the investigation is complete. 

The Trust understands the importance of ensuring a friendly and relaxed area which is free 
from intimidation. Staff are allowed a colleague to support them at their interview. The 
colleague must not be anyone likely to be interviewed themselves, including their line 
manager. The interviewer will not express opinions in words or attitude, so as to not 
influence the interviewee. The interviewee will sign a copy of the transcription of the 
interview. 

17 Investigating complaints  
 
At school level, the Headteacher is the complaints coordinator, which means they are 
responsible for the management of complaints within their school setting and are 
ultimately responsible for decisions taken in respect of these providing the complaint 
does not relate to them. Headteachers are able to delegate the investigation of a 
complaint to another member of the Senior Leadership team, but not the decision to be 
taken. This remains the responsibility of the Headteacher.  
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If the Headteacher has been involved with a complaint at stage one (informal), in an 
attempt to manage and resolve this informally, then they will not be able to conduct a 
formal investigation (stage two). Therefore, Headteachers are advised to delegate the 
informal first stage of a complaint to another appropriate member of staff. If the 
complaint is of such a serious nature that the Headteacher is unable to delegate this first 
informal stage to any other member of staff, and they feel they must undertake this 
themselves, then any escalation to the next formal stage of the complaints process will 
need to be undertaken by the CEO of the Trust. 

If the complaint relates to the Headteacher or a member of the Local Governing Body 
then this role will be undertaken by the CEO of the Trust through the Trust Chief 
Operating Officer. If the complaint is about the CEO, then this role will be undertaken by 
the Chair of the Trust Board and if the complaint is about the Chair of the Trust Board, 
then this role will be undertaken by the Vice-Chair of the Trust Board. 

The Complaints Coordinator will  
 

• 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;  
• The Complaints Coordinator must keep notes of all interviews or arranges for an 

independent note taker to minute any meetings.  
• Receive an annual update on the Trust Complaint’s Policy from the Trust central team. 

18 Cut-off Limits  
 
Ad Astra Academy Trust expects parents to make a complaint as soon as possible after an 
incident arises but accept there may be good reasons why a parent has not made a 
complaint earlier (e.g. they were gathering further information to support their complaint 
or they were not fully aware of the implications of an incident until a later date). The policy 
of the Trust is that any complaint should be lodged within three calendar months of the 
incident occurring however may consider exceptional circumstances depending on the 
nature of the complaint.  

19 Stage 1 Informal Stage: complaint heard by staff member 
  
It is in everyone’s interest that complaints are resolved at the earliest possible stage. The 
experience of the first contact between the complainant and the school can be crucial in 
determining whether the complaint will escalate. The purpose of this procedure is to make 
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staff aware of what to do when they receive a complaint. It is expected that this stage of 
the complaint will be resolved within 3 working days of the complaint being received (In 
the case of safeguarding this will be undertaken immediately). 
 
In order to assist this procedure, the school should respect the views of a complainant who 
indicates that they would have difficulty discussing a complaint with a particular member 
of staff. In these cases, the complaints co-ordinator (Headteacher), will refer the 
complainant to another staff member.  
 
Similarly, if the member of staff directly involved feels too compromised to deal with a 
complaint, the Headteacher may consider referring the complainant to another staff 
member. The member of staff may be more senior but does not have to be. The ability to 
consider the complaint objectively and impartially is crucial. 
 
If the Headteacher is involved at this informal stage, perhaps because of the seriousness 
of the complaint or in an effort to resolve the complaint informally then they will be unable 
to investigate this as a stage two formal complaint should it reach this stage. In these 
circumstances, the complaint will be escalated to the CEO.  
 
If a complainant contacts the Trust directly to request the CEO investigate their complaint, 
this will be referred back to the Headteacher in the first instance for investigation and 
response, unless the complaint is about the Headteacher themselves. 
 
Where the first approach is made to a Local Governing Body member or a Trustee, the 
Local Governing Body member or Trustee concerned will refer the complainant to the 
appropriate person and advise them about the procedure. Local Governing Body members 
and Trustees will not act unilaterally on an individual complaint outside the formal 
procedure or be involved at the early stages in case they are needed to sit on a committee 
at a later stage of the procedure. 
 
If it becomes clear that the complaint is unlikely to be resolved informally then either party 
can escalate the complaint to stage 2. 

20 Stage 2 - Formal Complaints 

20.1 Heard by Headteacher  
 
The complainant may be dissatisfied with the way the complaint was handled at the 
informal stage and wish to make a formal complaint. If this is the case the complainant will 
be advised that they can submit a formal complaint to the Headteacher. They can do so in 
person at the school office or submit their complaint in writing, preferably on the model 
complaints form (Appendix 1). At this point the Headteacher should inform the Chief 
Operating Officer and request procedural support and assistance. The Headteacher must 
follow the check list in Section11 of this document under “Investigating Complaints”. The 
Headteacher may delegate the task of investigating the complaint and collating the 
information to another member of the senior leadership team, but the decision on the 
action to be taken will be the responsibility of the Headteacher. 
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The Headteacher must record the date the complaint is received and ensure that the 
complainant receives a written acknowledgement (either by letter or email), within five 
working days of this date (a template letter can be found at appendix 2). Within this 
response, the Headteacher will seek to clarify the nature of the complaint, ask what remains 
unresolved and what outcome the complainant would like to see. The Headteacher can 
consider whether a face to face meeting is the most appropriate way of doing this.   

This response should also set out clearly the timescale for the complaint to be investigated 
and an outcome provided. It is expected that this will be undertaken within ten school 
days of the complaint being received. Sometimes this timescale will need to be extended 
and if this is the case the complainant should receive written confirmation of this with 
details of the revised timescale (a template letter can be found at appendix 3).   
 
All investigations should be recorded on the template investigation report form (appendix 
4) to ensure all information is recorded appropriately and consistently. 
 
At the conclusion of their investigation, the Headteacher will provide a formal written 
response within this deadline. If during the course of the investigation it becomes apparent 
that the Headteacher is unable to meet this deadline, they will provide the complainant 
with an update and revised response date. 

The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions that will be taken to resolve the complaint. 

The Headteacher will advise the complainant of how to escalate their complaint should they 
remain dissatisfied with the outcome of Stage 2.  

The Headteacher will ensure that the outcome of the investigation is sent formally in writing 
(either by letter of email), to the complainant (a template letter can be found at appendix 
5). Copies of all documentation should be then forwarded securely to the Chief Operating 
Officer for central record keeping. 

20.2 If the Complaint is About the Headteacher 
 
If the complaint is about the Headteacher the complainant will be advised to write formally 
to the CEO via the Chief Operating Officer of the Trust providing details of their complaint. 
The CEO is responsible for managing complaints about a Headteacher.   
 
The CEO must follow the check list in Section 11 of this document under “Investigating 
Complaints”. They may delegate the task of investigating the complaint and collating the 
information to another member of the Trust senior leadership team, a suitably skilled 
member of a Local Governing Body, or outsourcing this to an appropriate third-party but 
the decision on the action to be taken will be the responsibility of the CEO. 
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The CEO must record the date the complaint is received and ensure that the complainant 
receives a written acknowledgement (either by letter or email), within five working days 
of this date (a template letter can be found at appendix 2). Within this response, the CEO 
will seek to clarify the nature of the complaint, ask what remains unresolved and what 
outcome the complainant would like to see. The CEO can consider whether a face to face 
meeting is the most appropriate way of doing this.   

This written response should also set out clearly the timescale for the complaint to be 
investigated and an outcome provided. It is expected that this will be undertaken within 
ten working days of the complaint being received. Sometimes this timescale will need to 
be extended and if this is the case the complainant should receive written confirmation of 
this with details of the revised timescale (a template letter can be found at appendix 3).    
 
All investigations should be recorded on the template investigation report form (appendix 
4) to ensure all information is recorded appropriately and consistently. 
 
At the conclusion of their investigation, the CEO will provide a formal written response 
within this deadline. If during the course of the investigation it becomes apparent that the 
CEO is unable to meet this deadline, they will provide the complainant with an update and 
revised response date. 

The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions that will be taken to resolve the complaint (a template letter can be found 
at appendix 5).  

The CEO will advise the complainant of how to escalate their complaint should they remain 
dissatisfied with the outcome of Stage 3.  

20.3 If the Complaint is about the CEO or a Trustee 
 
If the complaint is about the CEO or a Trustee, the complainant will be advised to write 
formally to the Chair of the Trust Board via the Chief Operating Officer of the Trust, 
providing details of their complaint. The Chair of the Trust Board is responsible for 
managing complaints about the CEO or a Trustee.   
 
The Chair of the Trust Board must follow the check list in Section 11 of this document under 
“Investigating Complaints”. They may delegate the task of investigating the complaint and 
collating the information to another suitable skilled member of the Trust Board, or 
outsourcing this to an appropriate third-party, but the decision on the action to be taken 
will be the responsibility of the Chair. 
 
The Chair must record the date the complaint is received and ensure that the complainant 
receives a written acknowledgement (either by letter or email), within five working days 
of this date (a template letter can be found at appendix 2). Within this response, the Chair 
will seek to clarify the nature of the complaint, ask what remains unresolved and what 
outcome the complainant would like to see. The Chair can consider whether a face to face 
meeting is the most appropriate way of doing this.   
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This written response should also set out clearly the timescale for the complaint to be 
investigated and an outcome provided. It is expected that this will be undertaken within 
ten working days of the complaint being received. Sometimes this timescale will need to 
be extended and if this is the case the complainant should receive written confirmation of 
this with details of the revised timescale (a template letter can be found at appendix 3).    
 
All investigations should be recorded on the template investigation report form (appendix 
4) to ensure all information is recorded appropriately and consistently. 
 
At the conclusion of their investigation, the Chair of the Trust Board will provide a formal 
written response within this deadline. If during the course of the investigation it becomes 
apparent that they are unable to meet this deadline, they will provide the complainant with 
an update and revised response date. The response will detail any actions taken to 
investigate the complaint and provide a full explanation of the decision made and the 
reason(s) for it. Where appropriate, it will include details of actions that will be taken to 
resolve the complaint (a template letter can be found at appendix 5). In this circumstance 
where the Chair of the Trust Board has investigated the complaint, they will provide a copy 
of the outcome letter to the CEO. 
 
The Chair will advise the complainant of how to escalate their complaint should they remain 
dissatisfied with the outcome of Stage 3.  

20.4 If the Complaint is about a Member of the Local Governing Body 
 
If the complaint is about a member of a Local Governing Body, the complainant will be 
advised to write formally to the Chief Operating Officer of the Trust providing details of 
their complaint. The CEO is responsible for managing complaints about a member of a 
Local Governing Body.   
 
The CEO must follow the check list in Section 11 of this document under “Investigating 
Complaints”. They may delegate the task of investigating the complaint and collating the 
information to another member of the Trust senior leadership team, or outsourcing this to 
an appropriate third-party, but the decision on the action to be taken will be the 
responsibility of the CEO. 
 
The CEO must record the date the complaint is received and ensure that the complainant 
receives a written acknowledgement (either by letter or email), within five working days 
of this date (a template letter can be found at appendix 2). Within this response, the CEO 
will seek to clarify the nature of the complaint, ask what remains unresolved and what 
outcome the complainant would like to see. The CEO can consider whether a face to face 
meeting is the most appropriate way of doing this.   

This written response should also set out clearly the timescale for the complaint to be 
investigated and an outcome provided. It is expected that this will be undertaken within 
ten working days of the complaint being received. Sometimes this timescale will need to 
be extended and if this is the case the complainant should receive written confirmation of 
this with details of the revised timescale (a template letter can be found at appendix 3).    
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All investigations should be recorded on the template investigation report form (appendix 
4) to ensure all information is recorded appropriately and consistently. 
 
At the conclusion of their investigation, the CEO will provide a formal written response 
within this deadline. If during the course of the investigation it becomes apparent that the 
CEO is unable to meet this deadline, they will provide the complainant with an update and 
revised response date. 

The response will detail any actions taken to investigate the complaint and provide a full 
explanation of the decision made and the reason(s) for it. Where appropriate, it will include 
details of actions that will be taken to resolve the complaint (a template letter can be found 
at appendix 5).   

The CEO will advise the complainant of how to escalate their complaint should they remain 
dissatisfied with the outcome of Stage 3.  

20.5 If the Complaint is about the Chair of the Trust Board 
 
If the complaint is about the Chair of the Trust Board, the complainant will be advised to 
write formally to the Vice-Chair of the Trust Board via the Chief Operating Officer of the 
Trust, providing details of their complaint. The Vice-Chair is responsible for managing 
complaints about the Chair of the Trust Board.  
 
The Vice-Chair must follow the check list in Section 11 of this document under “Investigating 
Complaints”. They may delegate the task of investigating the complaint and collating the 
information to another suitably skilled member of The Trust Board, or outsourcing this to 
an appropriate third-party, but the decision on the action to be taken will be the 
responsibility of the Vice-Chair. 
 
The Vice-Chair must record the date the complaint is received and ensure that the 
complainant receives a written acknowledgement (either by letter or email), within five 
working days of this date (a template letter can be found at appendix 2). Within this 
response, the Vice-Chair will seek to clarify the nature of the complaint, ask what remains 
unresolved and what outcome the complainant would like to see. The Vice-Chair can 
consider whether a face to face meeting is the most appropriate way of doing this.   

This written response should also set out clearly the timescale for the complaint to be 
investigated and an outcome provided. It is expected that this will be undertaken within 
ten working days of the complaint being received. Sometimes this timescale will need to 
be extended and if this is the case the complainant should receive written confirmation of 
this with details of the revised timescale (a template letter can be found at appendix 3).    
 
All investigations should be recorded on the template investigation report form (appendix 
4) to ensure all information is recorded appropriately and consistently. 
 
At the conclusion of their investigation, the Vice-Chair will provide a formal written 
response within this deadline. If during the course of the investigation it becomes apparent 
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that they are unable to meet this deadline, they will provide the complainant with an update 
and revised response date. The response will detail any actions taken to investigate the 
complaint and provide a full explanation of the decision made and the reason(s) for it. 
Where appropriate, it will include details of actions that will be taken to resolve the 
complaint (a template letter can be found at appendix 5). In this circumstance where the 
Vice-Chair of the Trust Board has investigated the complaint, they will provide a copy of the 
outcome letter to the CEO. 

The Vice-Chair will advise the complainant of how to escalate their complaint should they 
remain dissatisfied with the outcome of Stage 3.  

21 Stage 3: Complaint heard by Complaint Appeal Panel 
 
The complainant will be required to write to the Chief Operating Officer of the Academy 
Trust giving details of the complaint and asking that it is put before a Complaint Appeal 
Panel. The Chair of the Academy Trust, or if the Chair has been involved at any previous 
stage in the process, a nominated Trustee, will acknowledge this request within five 
working days (a template letter can be found at appendix 6), and convene a Complaint 
Appeal Panel which will be held within 20 working days of the request.  
 
The Complaint Appeal Panel is the last stage of the complaints process and is not convened 
merely to rubber-stamp previous decisions.  
 
Individual complaints will not be heard by the whole Trust board at any stage, as this could 
compromise the impartiality of any committee set up for a disciplinary hearing against a 
member of staff following a serious complaint.  
 
The Chief Operating Officer will arrange for a minimum of two Trustees and at least one 
independent person to sit on the Complaints Appeal Panel. The independent member of 
the panel must be independent of the school to which the complaint relates. The panel will 
select its own Chair. 

21.1 The remit of the Complaint Appeal Panel 
 
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 school’s systems or procedures to ensure that problems of 

a similar nature do not recur.  
 
The Complaint Appeal Panel agree that; 
 
• It is important that the complaint hearing is independent and impartial and that it is 

seen to be so.  
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• No Trustee 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, the Trust 
board should ensure that there is a cross-section of the categories of Trustee and be 
sensitive to the issues of race, gender and religious affiliation.  
 

• The aim of the panel, which needs to be held in private, should always be to resolve 
the complaint and achieve reconciliation between the school and the complainant. 
However, it has to be recognised that 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.  
 

• An effective panel should 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 should ensure that the proceedings are as 
welcoming as possible. The layout of the room should set the tone and care is needed 
to ensure the setting is informal and not adversarial.  
 

• 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 will give them equal 
consideration to those of adults. Where the child’s parent is the complainant, the 
parent will be given the opportunity to say which parts, if any, the child needs to attend. 
 

• Complaint Appeal Panel members sitting on the panel need to be aware of the 
complaint procedure. 
 

• Parents will be allowed to attend the panel hearing and may be accompanied by 
someone in a supportive capacity if they wish. The aim of the hearing is to achieve 
reconciliation and to put things right that may have gone wrong. In line with DfE 
recommendations, for the most part neither the complainant nor the Trust will be 
permitted to bring legal representation to the hearing as it is not a form of legal 
proceedings. However, it is recognised that there may be some occasions where legal 
representation may be appropriate such as if a Trust employee is a witness in a 
complaint. In these circumstances, they may be entitled to bring union or legal 
representation.  

21.2 Roles and responsibilities  
 
The role of the clerk  

Any meeting of the Complaint Appeal Panel that is considering a complaint should 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;  
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• collate any written material and send it to the parties in advance of the hearing 
(recommended at least five school days in advance);  

• meet and welcome the parties as they arrive at the hearing;  
• take accurate minutes;  
• notify all parties of the panel’s decision.  
 
As best practice, the Clerk should share copies of the meeting minutes with all parties 
involved in the committee hearing, providing a reasonable opportunity for the minutes to 
be agreed and if necessary, challenged.  
 

21.3 The role of the Chair of the Complaint Appeal Panel  
 
The Chair of the Complaint Appeal Panel has a key role, ensuring that 
  
• 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 all parties will be given the 

opportunity to consider and comment on it.  

21.4 Checklist for a Complaint Appeal Panel Hearing 
 
The committee should 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 respondent may question both the complainant and the witnesses after each has 

spoken.  
• The respondent is then invited to explain the school/Trust’s actions and be followed by 

the school/Trust’s witnesses.  
• The complainant may question both the respondent and the witnesses after each has 

spoken.  
• The committee may ask questions at any point.  
• The complainant is then invited to sum up their complaint.  
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• The respondent is then invited to sum up the school’s actions and response to the 
complaint.  

• Both parties leave together while the panel decides on the issues.  
• The Chair explains that both parties will hear from the panel within the set time scale 

(ten working days).  

21.5 Notification of the panel’s decision  
 
The Complaint Appeal Panel will be required to make findings and recommendations in 
respect of the complaint heard and will be required to ensure that a copy of the findings 
and recommendations are; 
 
• provided to the complainant and, where relevant, the person complained about. this 

will be done within ten working days of the hearing. 
• available for inspection at the school premises by the Headteacher and the Trust. The 

complainant will be informed of the conclusions and any decisions in writing and any 
further rights of appeal.  

 
A copy of the meeting minutes will also be issued to the complainant. 

21.6 Record Keeping 
 
A written record will be kept of all complaints that are made, including if they have been 
resolved following a formal procedure or panel hearing and the actions taken by the school 
(or the Trust) as a result of these complaints (regardless of whether they have been upheld). 
This record must include; 
 
• the progress of the complaint and the final outcome 
• whether the case progressed to a panel hearing 
• the action taken by the school or the Trust regardless of outcome 
• a determination of who is responsible for these records and responsibility for data 

security in line with the requirements of the Data Protection Act and General Data 
Protection Regulations. Any correspondence, statements and records relating to 
individual complaints will be kept confidential except where the Secretary of State or a 
body conducting an inspection under Section 109 of the 2008 Education and Skills Act 
requests access to them.  

22 Stage 4 – Complaint referred to the School Complaints Compliance Unit - DfE 

If a complaint has been through all the stages of the Trust’s complaints procedure but the 
complainant remains dissatisfied, they can ask the School Complaints Compliance Unit at 
the DfE to review the handling of the complaint. Further information about referring the 
handling of a complaint to the School Complaints Compliance Unit can be found at, 

• https://form.education.gov.uk/service/Contact_the_Department_for_Education 

 

https://form.education.gov.uk/service/Contact_the_Department_for_Education
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• Department for Education 
School complaints compliance unit 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 

22.1 What will the School Complaints Compliance Unit - DfE do?  
Anyone can raise a complaint about a school or a member of the school's staff to the DfE. 
 
Before escalating an academy complaint to the DfE, they expect that complainants will have 
completed local complaints procedures first. Their contact form clearly explains this and 
advises complainants to complete local procedures before submitting their complaint. 
 
The exceptions to this include when: 
 

• children are at risk of harm 
• missing education 

 
The DfE cannot overturn the decision about a complaint. Their role is to make sure the 
complaint is handled properly by following a published procedure that complies with part 
7 of the Education (Independent School Standards) Regulations 2014. 
They will only consider the complaint if the complainant can provide evidence that the 
school or Trust: 
 

• does not have a complaints procedure 
• did not provide a copy of its complaints procedure when requested 
• does not have a procedure that complies with statutory regulations 
• has not followed its published complaints procedure 
• has not allowed its complaints procedure to be completed 

 
The DfE will inform the complainant that they are not able to: 
 

• overturn the panel's decision 
• re-investigate the original complaint 
• review the accuracy of minutes taken or documents provided 
• order that compensation is paid 
• direct the school to discipline / exclude pupils 
• force the school to discipline / dismiss staff 
• instruct the school to apologise 

 

23 Complaints not in Scope 
 
• Admissions to schools 

For school admissions, please refer to DfE published guidance 

https://form.education.gov.uk/service/Contact_the_Department_for_Education
http://www.legislation.gov.uk/uksi/2014/3283/schedule/made
https://www.gov.uk/guidance/academy-admissions#academy-admission-appeals
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• Statutory assessments of special educational needs 

Concerns about statutory assessments of special educational needs should be raised 
directly with local authorities. 

• Matters likely to require a child protection investigation 

Complaints about child protection matters should be handled: 

• under the school's child protection and safeguarding policy 
• in accordance with relevant statutory guidance 

Refer to your local authority designated officer (LADO) or the multi-agency safeguarding 
hub for further information on this. 

• Exclusion of children from school 

Further information about raising concerns about exclusions is available in the School 
discipline and exclusion guidance. 

Complaints about the application of the behaviour policy can be made through the school's 
complaints procedure. 

• Whistleblowing 

Trusts must have an internal whistleblowing procedure for employees, including 
temporary staff and contractors. 

DfE deem a whistle-blower to be someone with privileged knowledge. These may be: 

• Members of staff (eg teachers, principal, administration support employees) 
• Volunteers (eg Trustees, governors) 

The Secretary of State for Education is the prescribed person for matters relating to 
education for whistleblowers who do not want to raise matters direct with their employer. 
Concerns can be raised with DfE using our contact form 

Further information is available about how DfE handles whistleblowing disclosures 

• Staff grievances 

Complaints from staff should be dealt with under the school's internal grievance 
procedures. 

• Staff conduct complaints 

Complaints about staff are dealt with under the school's or Trust's internal disciplinary 
procedures, if appropriate. However, a parent may raise a complaint about a staff member 
directly or indirectly. 

https://www.gov.uk/school-discipline-exclusions/exclusions
https://www.gov.uk/school-discipline-exclusions/exclusions
https://www.gov.uk/whistleblowing
https://www.education.gov.uk/contactus
https://www.gov.uk/guidance/how-esfa-handles-whistleblowing-disclosures
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Complainants will not be informed of any disciplinary action taken against a staff member 
as a result of a complaint. However, schools and Trusts should notify complainants that the 
matter is being addressed and allow the parent to progress through the school's complaint 
procedure. 

• Complaints about services provided by other supplier who may use school premises 
or facilities 

Complainants will be directed to follow the external provider's own complaints procedure 
for those hiring the academy facilities. 

• Withdrawal from the curriculum 

Parents and carers can withdraw their child from any aspect of Religious Education (RE), 
including the Daily Act of Collective Worship (DACW). They do not have to explain why. If 
parents or carers are not satisfied with the handling of a request to withdraw their child 
from RE or the DACW, the school or Trust should advise them to follow the complaints 
procedure. The right of withdrawal does not apply to other areas of the curriculum where 
religious matters may be spontaneously raised by pupils or arise in other subjects such as 
history or citizenship. 

24 Learning from Complaints 
 

Ad Astra Academy Trust is committed to using complaints as an opportunity to learn and 
improve our services. We regularly review the themes and outcomes of complaints to 
identify areas where we can make changes to policies, procedures, or practice. 
 
All complaints are recorded and monitored. Senior leaders and the Trust Board receive 
regular reports on complaints, including any trends or recurring issues. Where appropriate, 
we use the findings from complaints to inform staff training, update policies, and enhance 
the experience of pupils, parents, carers, and the wider community. 
 
We value feedback and view complaints as a vital part of our quality assurance and 
improvement processes 
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19 Appendix 1: Ad Astra Academy Trust 
 
Complaint Form 
 
If you have tried unsuccessfully to resolve your complaint and wish to take the matter 
further, please complete this form and send it to the Headteacher. (If your complaint is 
against the Headteacher, you will need to send the form to the Trust Chief Executive 
Officer). 

Name: Address: 

Daytime telephone number: 

Evening telephone number:  

Email: Postcode: 

What is your complaint concerning, and what action would you like the Headteacher to 
take? 

 

 

 

When did you discuss your concern/complaint with the appropriate member of staff? 

 

 

 

 

What was the result of the discussion? 

 

 

 

Signed: Date: 
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20 Appendix 2 – Letter from Headteacher/CEO/Chair of Trust Board/Vice-Chair of Trust 
Board to acknowledge formal complaint (to be sent within 5 working days) 
 

Date 
 
Dear XXXX,  
 
Re: Stage 2 Formal Complaint – Acknowledgement 

It has come to my attention that you wish to make a formal complaint under stage two for 
the Trust Complaint Policy. Please accept this written communication as formal 
acknowledgement of your complaint. As xxx Primary School/Academy is part of Ad Astra 
Academy Trust, your complaint will be managed in line with the Trust’s complaint policy. I 
enclose a copy of this for your information/a copy of this can be found on the school 
website at xxxx.   

Either 

I have received your complaint form and this has provided me with enough information to 
undertake an investigation of your complaint. I expect to complete my investigation and 
write to you with an outcome within 10 school days. If circumstances arise which means I 
am unable to fulfil this timescale, I will write to you again to update you.  

Or 

I have received your written response, however in order that I have enough information to 
investigate your complaint properly, I need to clarify some details. I would be grateful if you 
could attend a meeting/respond to the following questions in writing via letter or email 
(delete as appropriate). I expect to complete my investigation and write to you with an 
outcome within 10 school days of receiving this additional information.  

Please be assured that I take your complaint very seriously and will make sure that this is 
thoroughly investigated.  

 

Yours sincerely 

 

Xxxx 
Headteacher/CEO/Chair of the Trust Board/Vice-Chair of the Trust Board 
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21 Appendix 3 – Letter from Headteacher/CEO/Chair of Trust Board/Vice-Chair of Trust 
Board to update complainant with revised timescales for complaint investigation  
 

Date 
 
Dear XXXX,  
 
Re: Stage 2 Formal Complaint –Complaint Investigation Update 

Unfortunately, I am unable to meet my expected deadline for concluding the investigation 
of your complaint. In order that your complaint is investigated thoroughly, I need more 
time in order to do this effectively. I now expect to conclude my investigation and write to 
you by [date]. Please be assured that I take your complaint very seriously. 

 
Thank you for your patience while I investigate this matter. 

 

Yours sincerely 

 

Xxxx 
Headteacher/CEO/Chair of the Trust Board/Vice-Chair of the Trust Board  
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22 Appendix 4 Complaint investigation report 
 

Introductory information 

Name of complaint investigator:  

Role of complaint investigator:  

Date complaint investigation commenced:  

Date complaint investigation concluded:  

Complaint witness details 

Name of person(s) interviewed during 
investigation:  

 

Role of witness:  

Details of any anonymised statements received: 

[Include date of statement and how the statement was received, e.g. in person or by telephone call.  

 

 

 

 

Summary of complaint: 

[Provide a summary of the complaint received and include any identified resolution sought by the 
complainant.] 

 

 

 

 

Summary of investigation process: 

[Provide a summary of the process undertaken in investigating the complaint. Include dates o  
meetings and conversations, and any evidence gathered.] 
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Evidence reviewed: 

[Provide details of the evidence gathered and reviewed during the complaint investigation, e.g  
school records or witness statements.] 

 

 

 

 

 

 

Evidence requested but unavailable 

Unavailable evidence may compromise how robust and rounded an investigation can be. Any lack o  
evidence available during the investigation process should be considered in the investigation 
summary. 

Evidence requested: 
 

Reason unavailable: 
 

 
Summary of investigation findings 
 
Summary of established facts: 
 

[Provide a summary of the facts that have been established during the investigation process.] 

 

 

 

 

 
Summary of any established mitigating circumstances: 

[Provide a summary of any mitigating circumstances identified during the investigation process.] 
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Additional Information: 

[Include details of any additional information considered pertinent to the investigation.] 

 

 

 

 

 
Concluding statement 

 

 

 

 

 

 

 
 

Recommendations 

Person responsible for actioning 
recommendations (include name 
and role): 

 

To be completed by (date):  

Progress and completion o  
recommendations to be reported to 
(include the forum, e.g. Trust Board 
and date): 

 

 

Date investigation completed:  

Investigation completed by:  

Signature of investigator:  
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23 Appendix 5 - Stage 2 - Formal Complaint Response Letter to Complainant from 
Headteacher/CEO/Chair of Trust/Vice Chair of Trust (as appropriate) – to be put onto 
school/Trust letterhead 
 
 
Date 
 
Dear XXXX,  
 
Re: Stage 2 Formal Complaint - Outcome 
 
Thank you for bringing your complaint dated xxxx, to my attention. I am always keen to 
ensure positive relationships with parents and therefore it is very important that any issues 
are highlighted and handled in an open, fair and transparent way.  
 
As xxxxxxxx Primary School is part of Ad Astra Academy Trust, your formal complaint is 
being handled via the Trust’s complaints procedure. I am disappointed that we were not 
able to resolve this informally and that it progressed to a formal stage. However, I have 
now had the opportunity to thoroughly investigate your complaint and my findings are 
outlined below.  
 
Your complaint 
 
The following is an overview of your complaint; 
 
(summary of the complaint) 
 
My investigation 
  
I have investigated your complaint by:  
 
Brief summary of how the investigation has been carried out (for example - reading 
complaint documentation, speaking to parents, speaking to the member(s) of staff 
involved, checking written records etc).  
 
Findings 
 
Following my investigation, I uphold/do not uphold/uphold in part (delete as appropriate) 
your complaint and therefore do not find/find (delete as appropriate) your complaint to be 
justified/partly justified in the circumstances. I have reached this decision because brief 
summary of the outcome of the investigation and findings.  
 
Further action  
 
Description of further actions identified as part of the investigation if appropriate. 
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I hope this brings your complaint to a satisfactory conclusion. However, if you are not 
satisfied with this response, you have the right to progress to stage three of our complaint’s 
procedure. This would involve a hearing of the Trust Complaints Appeal Panel. This panel 
will comprise two Trustees and an independent panel member.  If you wish to escalate your 
complaint to this stage, please submit your request in writing to  
 
Chief Operating Officer 
Ad Astra Academy Trust 
Hub 2, The Innovation Centre 
Venture Court 
Queens Meadow Business Park 
Hartlepool  
TS25 5TG 
 
Or email enquiries@adastraacademyTrust.com 
 
  
Thank you for the time you have taken in conveying your concerns to the School. We value 
your comments.  
 
Yours sincerely,  
XXXX 

 

Headteacher/CEO/Chair of Trust/Vice Chair of Trust (delete as appropriate)  

Xxxx School/Trust 

 

 

 

 

 

 

 

 

 

 

 

mailto:enquiries@adastraacademytrust.com
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24 Appendix 6 - Stage 3 Complaint Acknowledgement Letter 
 

Date  

 

Dear XXXX,  
 
Re: Stage 3 Formal Complaint 
 

Thank you for your letter dated xxxx setting out the reasons why you are not satisfied with 
the response from the [Headteacher/CEO/Chair of the Trust Board/Vice-Chair of the Trust 
Board – delete as appropriate] regarding your complaint about details of the complaint. 

I am writing to let you know that I will be arranging for a complaints appeal panel (CAP) to 
consider your complaint, in accordance with our Trust complaints procedure. 

As explained in the procedure, the chair of the CAP will advise, in writing, how the CAP 
intends to consider your complaint. 

 

Yours sincerely, 

 

xxxx 
Chair of Trust Board 
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25 Appendix 7 - Initial letter informing a complainant that his/her behaviour is 
considered to fall below a reasonable/acceptable standard.  
 

 

Recorded Delivery 

Dear xxxx 

Ad Astra Academy Trust is committed to dealing with all complaints fairly and impartially. 
As a general rule, our schools are orderly, safe places, where relationships between staff 
and parents, demonstrate mutual respect and a recognition of shared responsibility for 
pupils’ welfare and educational progress.  

Parental involvement is an important factor in educational success and the Trust does not 
normally limit the contact complainants have with it. However, there are occasions when it 
is appropriate to put in place a framework for dealing with a situation where an individual 
is making unreasonable, persistent complaints.  

Given the volume and frequency of your recent complaints [and/or the manner in which 
they are being pursued] I am of the view that you are making unnecessarily excessive 
demands on the time and resources of staff and governance representatives of the school 
thereby preventing a resolution of your complaints for the following reasons: [details].  

I am writing to request you desist from:  

• Making complaints about issues that have already been resolved.  
• Making persistent, prolific or repetitious complaints or demands of staff time.  
• Pursuing complaints in an unreasonable manner.  
• Pursuing complaints outside the Trust’s complaints policy.  
• Pursuing complaints where the outcome you seek is beyond the remit of the Trust.  
• Pursuing complaints that have previously been addressed by the Trust.  

Please note that the Trust’s Policy for Dealing with Persistent or Unreasonable Complaints 
sets out standards of behaviour expected of all people in their dealings with the Trust. 
These include:  

• behaving reasonably  
• treating others with courtesy and respect  
• resolving complaints using the Trust’s Complaints Procedure  
• avoiding physical and verbal aggression at all times  
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The Policy also indicates the steps that we may take if these standards are breached. These 
include:  

• making special arrangements for meetings and communication with the Trust  
• considering a ban from one of our school premises  
• considering legal action  
• Restricting the manner in which a complainant may raise complainants with the Trust 

and the circumstances in which the Trust will respond.  

At the moment we are dealing with your current complaints [if any] as follows:  

 [details]  

Your complaints are being dealt with in accordance with the Trust’s complaints policy and 
[set out next steps].  

I would ask that you allow the Trust time to resolve the issues according to the Trust policy 
and desist from making further complaints on issues you have already raised. If you fail to 
do so further action may be taken in accordance with the Trust’s “Policy for Dealing with 
Persistent or Vexatious Complaints.”  

 

Yours sincerely  

Headteacher/CEO/Chair of Trust/Vice Chair of Trust (delete as appropriate)  

Xxxx School/Trust 
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26 Appendix 8 - Letter informing a complainant that his/her behaviour is now 
considered to fall under the terms of the policy for dealing with persistent or 
unreasonable complaints  
 

 

Recorded Delivery  

Dear xxxx 

You will recall that I wrote to you on [insert date] telling you that I felt you were pursuing 
your complaints against the Trust unreasonably or in an unreasonable manner.  

I am now writing to inform you that in view of your behaviour on [date], when you [describe 
actions/behaviour] it has been decided that the Trust’s Policy for Dealing with Persistent or 
Vexatious Complaints/Harassment Policy will apply.  

In the circumstances I have made the following arrangements for your future contact with 
the school: [Delete as applicable]  

• Any further communications from you must be in writing only addressed to [name of 
a contact at the school].  

• Communications may be sent by email [if appropriate] to [address] or by post to 
[address].  

• Any communications made to anyone other than [name] will not be responded to 
(unless it is felt appropriate to do so). Instead such communications will be forwarded 
to [name] for reply if necessary.  

• Telephone calls [and emails] will not be returned.  
• Any communications about issues already raised and responded to will not be replied 

to but will be placed on file.  
• It will be in the Trust's discretion to decide whether or not a complaint has been 

responded to previously.  
• Any complaints about new issues will be treated on their merits and will be responded 

to as appropriate within 10 working days (during term time) in accordance with the 
Trust’s complaints policy.  

• Any requests for face to face meetings will be considered but may be declined. If a 
meeting is arranged arrangements may be made for another member of staff to be 
present. A note of the meeting will be made.  

Exceptionally, these arrangements do not apply to any emergency involving [insert name 
of pupil] in which case you may contact the school in the usual way. You may also attend 
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parents’ evenings unless advised otherwise although an additional member of staff may be 
present.  

These arrangements take effect straightaway.  

If you wish to make a representation about the contents of this letter, which may include 
any expressions of regret on your part and any assurances you are prepared to give about 
your future conduct, you can do so by writing to me at the school by [state ten working 
days from the date of the letter].  

If on receipt of your comments I consider that the arrangements outlined above should 
continue, you will be supplied with details of how to seek a review of the circumstances of 
your case.  

Yours sincerely  

Headteacher/CEO/Chair of Trust/Vice Chair of Trust (delete as appropriate)  

Xxxx School/Trust 
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