
COMPLAINTS POLICY & PROCEDURE

School Context

Dunraven Educational Trust (DET) is required to have a Complaints Procedure by virtue of The
Education (Independent Schools Standards) Regulations 2014.

Initial Concerns

We recognise the need to be clear about the difference between a concern and a complaint. A
concern may be defined as ‘an expression of worry or doubt over an issue considered to be
important for which reassurances are sought’. A complaint may be defined as ‘an expression of
dissatisfaction however made, about actions taken or a lack of action’.

Dealing with Complaints - Informal Procedures

Taking informal concerns seriously at the earliest stage reduces the numbers that develop into
formal complaints. We aim to ensure that concerns are handled, if at all possible, without the need
for formal procedures. In most cases a class teacher or an individual delivering the service, will
receive the first approach. Our staff development process includes training to help staff resolve
issues on the spot, including apologising where necessary. Our formal complaints procedure is
only necessary if efforts to resolve the concern informally are unsuccessful.

Dealing With Complaints – Formal Procedures

Our formal procedures are invoked when initial attempts to resolve the issue informally are
unsuccessful and the person raising the concern remains dissatisfied and wishes to take the
matter further. (See Appendix A)

The CEO has overall responsibility for the operation and management of the Trust complaints
procedure. In practical terms, the CEO will nominate the Head of School/Headteacher or Senior
member of staff to deal with matters in each school on a day-to-day basis. The name of this
member of staff is readily available from the school office or from any member of staff.

Framework of Principles

To be effective our 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;
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● 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 school’s senior team so that services can be improved.

Investigating Complaints

Whenever a formal complaint is received it will be investigated. We would expect a complaint to be
made within 3 months of the event that the person is making a complaint about. 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 questioning to

ensure clarity of understanding;
● keep notes of the interview.

Resolving Complaints

At each stage in the procedure we will remain mindful of 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 and

an indication of the timescales within which any changes will be made;
● an undertaking to review school policies in light of the complaint.

We encourage complainants 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.

At all times we will seek to identify areas of agreement between the parties and clarify any
misunderstandings that might have occurred as this can create a positive atmosphere in which to
discuss any outstanding issues.
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Vexatious Complaints

If, despite following appropriate procedures the complainant remains dissatisfied, or tries to reopen
the same issue, the Chair of the Governing Board/Trust will inform them in writing that the
procedure has been exhausted and that the matter is now closed.

Anonymous Complaints

We will not normally investigate anonymous complaints. However, the CEO, Chair of Governors or
Chair of Trust, if appropriate, will determine whether the complaint warrants an investigation.

Time-Limits

Complaints are considered and resolved as quickly and efficiently as possible. We set realistic time
limits for each action within each stage. However, where further investigations are necessary or
where other bodies are investigating aspects of the complaint (e.g. the police or Local Authority),
new time limits may be set and the complainant sent details of the new deadline and an
explanation for the delay. We will consider complaints made outside of term time to have been
received on the first school day after the holiday period.

Withdrawal of a Complaint

If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing.

Confidentiality

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 Act requests access to them.

Scope of this Complaints Procedure

This procedure covers all complaints about any provision of community facilities or services by the
Dunraven Educational Trust and its schools other than complaints that are dealt with under other
statutory procedures, including those listed in Appendix C
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APPENDIX A: THE FORMAL COMPLAINTS PROCEDURE

The Stages of Formal Complaints

Our formal complaints procedure has well-defined stages. At each stage we clarify exactly who
will be involved, what will happen, and how long it will take. There may, on occasion, be the need
for some flexibility; for example, the possibility of further meetings between the complainant and
the member of staff directly involved and further investigations may be required by the CEO/Head
of School/Headteacher after a meeting with the complainant.

Our school-based stages are followed:

● Stage one: complaint should be made to the Head of School/Headteacher via the school
office. This will be acknowledged in writing and the Head of School/Headteacher will write
to the complainant to clarify the nature of the complaint, ask what remains unresolved and
what outcome the complainant would like to see. This can also be done via a face to face
meeting if appropriate. The investigation will be handled by a nominated staff member
(though not the subject of the complaint). The Head of School/Headteacher may delegate
the investigation to another member of staff, but not the decision to be taken. The
investigation may require further interviews and meetings. At the conclusion of the
investigation the Head of School/Headteacher will provide a formal response. We would
expect the complainant to raise the matter within 3 months of the incident and for any
investigation to take no longer than 15 working days. If the school is unable to meet this
deadline, they will provide the complainant with an update and revised response date. The
response will include the actions taken to investigate the complaint and provide an
explanation of the decision and reasons for it. It will advise the complainant how to
escalate their complaint, to stage two, should they remain unsatisfied with the outcome.

● Stage two: complaint heard by a panel (see Appendix B for process). The panel will
consist of at least three people who were not directly involved in the matters detailed in the
complaint. The panel will be formed of at least two impartial governors and/or trustees and
one panel member who is independent of the management and running of the school. A
request should be made to the Governance and Compliance Manager, via the school office,
within 10 days of the receipt of the Stage one response. The Governance and Compliance
Manager will convene a meeting and we would expect this to take place within 15 working
days of the request. If this is not possible, the Governance and Compliance Manager will
provide an anticipated date and will keep the complainant informed. If the complainant
rejects the offer of three proposed dates, without good reason, the Governance and
Compliance Manager will decide when to hold the meeting. It will then proceed in the
complainant's absence on the basis of written submissions from both parties. The Chair of
the panel will write to the complainant within 5 working days of the panel. This is the final
stage in the process.
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All material should be circulated to all parties at least 5 school days before the meeting and the
committee will not accept recordings of conversations that were obtained covertly and without the
informed consent of all parties being recorded. The committee will not review any new complaints
at this stage or consider evidence unrelated to the initial complaint. The meeting will be held in
private and electronic recordings of meetings and conversations are not normally permitted unless
a complainant’s own disability or special needs require it. Consent of all parties attending must be
sought before meetings or conversations are recorded.  This will be recorded in any minutes taken.

The complaint can be upheld in full or part or be dismissed in whole or part. If it is upheld the
committee will decide on the appropriate action to be taken to resolve the complaint and where
appropriate, recommend changes to school systems or procedures to prevent similar issues in the
future. The Chair of the panel will write to the complainant setting out the decision of the panel
including any findings or recommendations. The letter will include details of how to contact the
Education, Skills and Funding Agency (ESFA) if they are dissatisfied with the way their complaint
has been handled. A copy of the findings and recommendations is available for inspection on the
school premises by the proprietor and the Head of School/Headteacher.

If a complaint concerns the conduct of the CEO/Head of School or a Governor or where the
CEO/Head of School or Governor has been involved in the issue previously then the matter will be
referred to a senior member of staff or a member of the Trust Board/Local Governing Board, not
previously involved in the matter. In these circumstances, complaints should be made to the
Governance and Compliance Manager via the school office. In some circumstances schools
reserve the right to refer the matter to an external body.

Managing and Recording Complaints

Recording Complaints

The progress of any complaint and the final outcome will be recorded by the complaints
coordinator. A complaint may be made in person, by telephone, or in writing. At the end of a
meeting or telephone call, the member of staff will ensure that the complainant and the school
have the same understanding of what was discussed and agreed. A brief note of meetings and
telephone calls will be kept and a copy of any written response added to the record. The written
record will set out whether the complaint was resolved following a formal procedure, or progressed
to a panel hearing; and, the action taken by the school/Trust as a result of the complaint
(regardless of whether it was upheld). Records will be maintained in line with General Data
Protection Regulations (see the school/Trust website for further details)

Trust/Governing Board Review

The Trust and Local Governing Board will monitor the level and nature of complaints and review
the outcomes on a termly basis to ensure the effectiveness of the procedure and make changes
where necessary. Wherever possible, complaints information shared with the whole Governing
Board will not name individuals.
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We are committed to ongoing improvement. Therefore as well as addressing an individual’s
complaints, the process of listening to, and resolving complaints will contribute to school
improvement. When individual complaints are heard, we will identify any underlying issues that
need to be addressed. The monitoring and review of complaints by the school, the Governing
Board and the Trustees helps us in evaluating our performance.

Publicising the Procedure

Details of our Complaints Procedures are included, as appropriate, in:

● the prospectus for each school;
● the Trust website and each school website.

What to do if you have followed the Trust’s complaint procedure

If you believe the school/Trust did not handle your complaint in accordance with their published
procedure or they acted unlawfully or unreasonably in the exercise of their duties under education
law, you can contact the Education Skills and Funding Agency (ESFA) after you have completed
Stage two. The ESFA will not normally reinvestigate the substance of complaints or overturn
decisions made by the school/Trust. They will consider whether the school has adhered to
education legislation and statutory policies connected with the complaint.

You can contact the ESFA at:

www.education.gov.uk/contactus
0370 000 2288

ESFA - Academy Complaints and Customer Insight Unit
Cheylesmore House
Quinton Road
Coventry CV1 2WT

Reference:

The Education (Independent Schools Standards) Regulations 2014 (Part 7)
The Governors Guide to the Law
Best practice guidance for school complaints procedures 2020 - DfE
Best practice guidance for academies complaints procedures - ESFA - March 2021
Procedure for dealing with complaints about Academies - ESFA - July 2020
https://www.gov.uk/government/publications/complain-about-an-academy/complain-about-an-acad
emy

6

http://www.education.go.uk/contactus
https://www.gov.uk/government/publications/complain-about-an-academy/complain-about-an-academy
https://www.gov.uk/government/publications/complain-about-an-academy/complain-about-an-academy


APPENDIX B: PROCESS FOR A PANEL HEARING
The panel needs to take the following points into account:

● The hearing is as informal as possible.
● The complainant can choose to be accompanied by a friend or relative
● 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 School’s representative may question both the complainant and the witnesses after

each has spoken.
● The School’s representative is then invited to explain the school’s actions and be followed

by the school’s witnesses.
● The complainant may question both the School’s representative and the witnesses after

each has spoken.
● The panel may ask questions at any point during the meeting.
● The complainant is then invited to sum up their complaint.
● The School’s representative 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 a set time scale.
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APPENDIX C - Complaints that are handled under different statutory processes

Admissions to schools
Complaints about non admission should be made via the independent appeals process as set out
in each school’s admissions policy.  Complaints about the independent appeals process should be
made to the ESFA
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/
786660/Academy_independent_admission_appeal_panel_complaints_factsheet_2019.pdf

Statutory assessment of Special Educational Needs
School reorganisation proposals
Concerns about statutory assessments of Special Educational Needs, or school reorganisation
proposals should be raised with your home Local Authority

Matters likely to require a Child Protection Investigation
Complaints about child protection matters are handled under our child protection and safeguarding
policy and in accordance with relevant statutory guidance. If you have serious concerns, you may
wish to contact the local authority designated officer (LADO) who has local responsibility for
safeguarding or the Multi-Agency Safeguarding Hub (MASH). Please contact your home Local
Authority for details

Exclusion of children from school*
Further information about raising concerns about exclusion can be found at:
www.gov.uk/school-discipline-exclusions/exclusions.
*complaints about the application of the behaviour policy can be made through the school’s
complaints procedure.

Whistleblowing
We have an internal whistleblowing procedure for all our employees, including temporary staff and
contractors. The Secretary of State for Education is the prescribed person for matters relating to
education for whistleblowers in education who do not want to raise matters direct with their
employer. Referrals can be made at: www.education.gov.uk/contactus.
Volunteer staff who have concerns about our school should complain through the school’s
complaints procedure. You may also be able to complain direct to the LA or the Department for
Education (see link above), depending on the substance of your complaint.

Staff grievances
Complaints from staff will be dealt with under the school’s internal grievance procedures.

Staff conduct
Complaints about staff will be dealt with under the school’s internal disciplinary procedures, if
appropriate. Complainants will not be informed of any disciplinary action taken against a staff
member as a result of a complaint. However, the complainant will be notified that the matter is
being addressed.

8

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/786660/Academy_independent_admission_appeal_panel_complaints_factsheet_2019.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/786660/Academy_independent_admission_appeal_panel_complaints_factsheet_2019.pdf
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.education.gov.uk/contactus


Complaints about the services provided by other providers who may use school premises
or facilities
Providers should have their own complaints procedure to deal with complaints about service.
Please contact them direct.

National Curriculum - content
Please contact the Department for Education at:  www.education.gov.uk/contactus

Subject Access Requests and Freedom of Information Requests
Please see the school/Trust’s Data Protection Policy and Document Retention Policy

Policy Approved: 16 December 2021

Approved by: Board of Trustees

Policy Review Date:  December 2024
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