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Complaints Procedure 

Policy Monitoring, Evaluation and Review  

This policy is effective for all schools within The Mead Educational Trust, the Teaching 

School, the SCITT and all other activities under the control of the Trust and reporting to the 

Trust Board. 
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3. The difference between a concern and a complaint 

 

CONCERN  COMPLAINT 

An expression of worry or doubt over an 
issue considered to be important for 

which reassurances are sought 

 An expression of dissatisfaction about 
previous concerns not resolved, actions 

taken or a lack of action 

 

It is in everyone’s interest that concerns and complaints are resolved at the earliest possible 

stage. Many issues can be resolved informally by discussing with an appropriate member of 

staff, without the need to use the formal stages of the complaints procedure.  

 

We understand, however, that there are occasions when people would like to raise their 

concerns or complaints formally. On such occasions the school/Trust will attempt to resolve 

the issue through the stages outlined in this Complaints Procedure. 

 

 

4. Who to contact at each stage 

 

 School Trust 

Concern / 
complaint about: 

School 
Principal or 

academy 
councillor(s) 

Trust* 
CEO or 

Trustee(s) 

Concern Teacher, other 
staff member 

mailto:info@tmet.uk
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6. Access to complaints procedure 

In accordance with equality law, we will consider making reasonable adjustments if required, 

to enable complainants to access and complete this complaints procedure. For instance, 

providing information in alternative formats, assisting complainants in raising a formal 

complaint or holding meetings in accessible locations. 

 

7. Anonymous complaints 

We will not normally investigate anonymous complaints. However, the person receiving the 

complaint will determine whether the complaint warrants an investigation. 

 

8. Time scales and complaints received out of term time 

You must raise the complaint within three months of the incident or, where a series of 

associated incidents have occurred, within three months of the last of these incidents. We will 

consider complaints made outside of this time frame if exceptional circumstances apply.
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10. Withdrawal of a complaint 

A complainant may withdraw their complaint at any time during the process and should 

confirm this in writing.  

 

11. Confidentiality 

All documentation relating to a complaint, including correspondence, statements and records 

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). 

 

All information relating to a complaint will be handled sensitively, telling only those who need 

to know and following any relevant data protection requirements. 

 

Should a complaint relate to a member of staff, then that person shall be advised of the 

complaint made against them, unless there is an overriding reason why this would be 

inappropriate.  

 

12. Record keeping and monitoring of complaints 

TMET and each of its schools will maintain a written record of all complaints concerning them, 

including whether they are resolved following a Stage 1 investigation or proceed to a Stage 2 

panel hearing, the date on which they were received, their final outcome and details of the 

action taken by the Trust/school as a result of those complaints (regardless of whether they 

were upheld). 

 

The number of complaints registered under the formal procedure during the preceding school 

year is available upon request. 

 

The Trust Complaints Team records details of all complaints about TMET schools and the Trust 

that reach Stage 2 (Complaints Appeal Panel). The Trust Complaints Team monitors the 

response to, and outcomes of, such complaints. The number of formal complaints is recorded 

on the Trust and school Data Dashboards which are updated three times a year. This enables 

the monitoring of the number of formal complaints by the academy councils, Trust Executive 

Team and the Board. 

 

13. Duplicate complaints and complaint campaigns 

If, after closing a complaint at the end of the complaints procedure, a duplicate complaint is 

received from someone connected to the original complainant (e.g. spouse, partner, 

grandparent or child), the new complainant will be informed that the complaint has been 

considered and that the local process is complete. The new complainant will be advised to 

contact the ESFA if they are dissatisfied with the handling of the original complaint. 

 

If the school/Trust receives large volumes of complaints all based on the same subject and/or 

from complainants unconnected with the school/Trust, we may address the complaints by: 
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 sending a template response to all complainants; and/or 

 publishing a single response on the website of the school/Trust. 

 

Such responses will advise complainants to contact the ESFA if they are dissatisfied with the 

handling of their complaint. 

 

14. Serial, persistent and unreasonable complaints 

For the purpose of this procedure, a complaint may be viewed as serial and/or persistent if it 

relates to the same issue that was the subject of a previous complaint (made by the same 

complainant) which has already been through the formal complaints procedure in which the 

complainant has been notified of the outcome. In such cases, it is likely that the complainant 

will be informed that the matter is now closed and that no further response will be provided. 

 

For the purpose of this procedure, 
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The complaint will be acknowledged within 5 school days of receipt of the formal complaint 

by the school or Trust Complaint Team.
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complainant to provide details of the reason for the appeal and any relevant supporting 

evidence. 

 

The Trust Complaints Team will schedule the panel meeting to take place as soon as 

practicable, normally within 20 school days of receipt of the letter from Trust Complaints 

Team to complainant confirming the appeal, giving the complainant reasonable notice of the 

panel meeting date. The Trust Complaints Team will make reasonable attempts to arrange the 

hearing at a time convenient to the complainant, panel and other attendees. If this is not 

possible within the 20 days, the Trust Complaints Team will arrange the meeting as soon as 

possible and will keep the complainant informed. 

 

If the complainant rejects the offer of three proposed dates, without good reason, the Trust 

Complaints Team 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. 

 
Membership of the Complaint Panel 
The Complaint Panel will comprise three people with no prior connection to the complaint. 

 

For a complaint concerning a school, two of the panel members will be drawn from the 

academy council of that school (or another school in the Trust or from the Trust Board). The 

third panel member will be independent of the management and running of that school (i.e. 

not on the academy council of that school and not on the Trust Board). 

 

For a complaint concerning the acariphQyg73 cu2(Pa)4(c)9(a)5(io)5(l)-el 
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to the meeting as it is not a legal hearing. However, there may be occasions when legal 

representation is appropriate. For instance, if a school employee is called as a witness, they 

may wish to be supported by union and/or legal representation. 

 

Representatives from the media are not permitted to attend. 

 

Any written material will be circulated to all pa
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legislation and any statutory policies connec 

http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.education.gov.uk/contactus
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Appendix B: TMET Complaint Form 

Please complete and return to the appropriate person via the school/Trust office 

 

Your name:            

Pupil’s name (if relevant):           

Your relationship to the pupil (if relevant):       

Your address:       

 

Postcode:       

Daytime telephone number:       

Evening telephone number:       

Email address: 

Please state whether your complaint concerns a school (if so please name the school) 

the Trust, the Teaching School or SCITT: 

 

 

Please give details of your complaint, including 

 whether you have spoken to anybody at the school/Trust/Teaching School/SCITT 
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 publishes unacceptable information on social media or other public forums. 

 

 

Complainants should limit the numbers of communications with the school/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 individual in the school/Trust who is dealing with the complaint 
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the complaint. Any attempt by the interviewee to introduce information relating to other members 

of staff or to issues unrelated to the complaint should be resisted. 

 

The investigator should avoid reaching conclusions or passing judgement until the investigation has 

been completed. 

 

Concluding the investigation 

The investigator should complete the investigation by creating a summary report of the evidence 

gathered and a preferred outcome for agreement.  

 

The summary report should include the following information: 

 a statement of the complaint/concern 

 a brief outline of the process that has been followed 

 a summary of the findings, linked to the relevant evidence 

 any recommendations for future action 

 annexes containing copies of witness statements and other evidence collected during the investigation 

 

The summary report will usually be confidential to the school/Trust, as it is likely to contain sensitive 

personal information. Consideration must be given to the Data Protection Act and Freedom of 

Information Act. 

 

Following the investigation of the complaint, the investigator will write to the complainant confirming 

the outcome of the investigation within 10 school days of receiving the written formal complaint. The 

investigator’s response will include the following information:  

 

 a brief summary of the complaint/concern  

 a brief outline of the process that has been followed 

 the outcome of the investigation 

 the reasons for that outcome, unless confidentiality would be compromised 

 any recommendations for future action 

 information as to the next stage of the procedure in case the complainant is not satisfied with the 

response.  

 

 

 


