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Executive Summary 

1. What is this policy about? 
This policy explains how parents and guardians can raise concerns or complaints about a Trust school or 
service.  It sets out a clear, fair and transparent process for resolving issues promptly and in line with the law. 
The Trust’s aim is to address concerns swiftly, proportionately and respectfully. 

2. Who is this policy for? 
This policy is relevant to: 

• Parents and guardians of pupils attending Trust schools 
• Trust schools and central teams responsible for handling complaints 

 
• 3. What does this policy mean for parents and families? 
• For parents and guardians, this policy means: 

o You have a clear right to raise concerns or complaints 
o Most issues should be resolved informally and locally 
o Complaints are handled fairly, confidentially and without prejudice 
o Clear timescales are set out for responses at each stage 
o You will be kept informed of progress and outcomes 
o You will be treated with respect throughout the process 

 

The policy is designed to support positive relationships while ensuring concerns are taken seriously. 

4. How is the policy used in practice? 

The complaints process has three stages: 

1. Stage 1 – Informal:  
Raising the concern with the school or relevant Trust officer to seek an early resolution 

2. Stage 2 – Formal: 
A written complaint investigated by the Principal (or their delegate) or senior Trust leader 

3. Stage 3 – Panel: 
An independent panel considers the complaint if earlier stages do not resolve it 

Most complaints are resolved at Stage 1 or Stage 2. 

5. What should parents or guardian do if they need help or have a concern? 

If you wish to raise a concern or complaint: 
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• Contact your child’s school and set out your complaint 
• If unsure who to contact, email complaints@habstrustsouth.org.uk 
• Use the Trust complaint form if making a formal complaint 
• Support and reasonable adjustments are available if needed 

 
The policy explains what happens at each stage and how to escalate if required. 

6. Where can I find more information? 
• Full policy: Complaints from Parents and Guardians Policy – set out below 
• Complaint form: Available via the Trust website 
• Related guidance: DfE guidance on academy complaints procedures 
 

Rationale 

The Haberdashers’ Academies Trust South (the Trust) prides itself on the quality of the education it offers to 
the communities served by its schools. The Trust and its schools strive to maintain excellent relationships with 
those communities and with all the people and organisations they deal with. Occasionally parents or guardians 
of students at the Trust’s schools may feel dissatisfied in some way with that experience. The purpose of this 
complaints policy is to set out how we will resolve those problems swiftly and effectively.  

Definitions and Scope 

The Trust is required to have a complaints policy by virtue of the Education (Independent School Standards 
(England) Regulations 2014, Schedule 1, Part 7. This policy fulfils that requirement.  It is based on guidance on 
creating a complaints procedure that complies with these regulations and refers to good practice guidance on 
setting up complaints procedures from the Department of Education (DfE) 

This policy addresses the duties set out in the Early Years Foundation Stage (EYFS) statutory framework with 
regards to dealing with complaints about the school’s fulfilment of Early Years Foundation Stage requirements. 

In addition, this policy complies with our funding agreement and Articles of Association. 

The DfE guidance explains the difference between a concern and a complaint: 

• A concern is defined as “an expression of worry or doubt over an issue considered to be important for 
which reassurances are sought” 

• A complaint is defined as an expression of dissatisfaction however made, about actions taken or a lack 
of action” 
 

This policy applies to the entire Haberdashers’ Academies Trust South. 

This policy sets out how complaints from parents/guardians will be dealt with. There are separate policies for 
complaints from students and for complaints from external parties. Complaints from current or former 
members of staff should be dealt with through the grievance policy.  

There are a small number of matters which parents/ guardians might wish to complain that are not dealt with 
by this complaints policy, because there are separate procedures, prescribed by law or our policies, for dealing 
with them. Wherever such a procedure exists, it shall be used and this complaints policy shall not apply. These 
include reviews of decisions to exclude pupils from a school, appeals against a decision not to admit a child to 

mailto:complaints@habstrustsouth.org.uk
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a school, whistleblowing, statutory assessments of special educational needs and matters likely to require a 
child protection investigation.  Complaints about data protection, including how the Trust has handled personal 
data or a data protection rights request, will be managed in accordance with the Trust’s Data Protection Policy. 

Complaints must be raised within three months of the incident. Complaints made outside of this time frame 
may be considered if exceptional circumstances apply. 

If a complainant commences legal action against the school or Trust in relation to their complaint, the CEO will 
consider whether to suspend the complaints procedure until those legal proceedings have concluded.  

Anonymous complaints will not normally be considered. However, the person responsible for considering the 
complaint at stage 2, if appropriate, will determine whether the complaint warrants consideration.  

If a complainant wishes to withdraw their complaint, this should be confirmed in writing. 

Complaints received outside of term time will deemed to have been received on the first school day after the 
holiday. 

Aim 

The purpose of this policy is to set out the procedure for dealing with complaints from parents/guardians of 
students at the Trust schools, to ensure that they are dealt with fairly, efficiently and in accordance with the 
law. Having a complaints policy provides parents/guardians with assurance that their reasonable concerns 
about the organisations will be properly addressed. 

Parents and guardians may also find it helpful to refer to independent guidance on how school complaints 
processes work and how to raise concerns constructively. For example, the Parent Kind guide, developed in 
partnership with the Department for Education, provides practical advice to help families work collaboratively 
with schools and keep the focus on achieving the best outcomes for children. 

This guidance is available here: 
Parent Kind: A guide for parents on school complaints 

Implementation 

The Trust and its schools aim to resolve most complaints informally, and therefore the first stage of the 
complaints procedure is always an informal one. If this is not possible there are two further, formal stages. The 
stages of the complaints procedure are: 

• Stage 1: Informal consideration of the concern/complaint; 
• Stage 2: Formal consideration of the complaint; 
• Stage 3: Consideration by a panel. 

Complaints about an individual school 

It should be possible for most (if not all) complaints to be resolved within the individual school. This is our 
primary aim and every effort will be made to ensure that this is the case. The following procedure will apply 
for stage 1 and stage 2.  Complaints about the Principal of a school will be handled as per the table further on 
in this policy and undertaken by the CEO. If appropriate it may be delegated. 

Stage 1 
At this stage the intention is to resolve the complaint informally.  The complaint should be addressed to the 
relevant member of school staff or the Principal, either in person or by letter, telephone or email. If the 

https://www.parentkind.org.uk/assets/parents-resources/Parent-Guide-to-School-Complaints.pdf
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complainant is unsure who is the most appropriate person in the school to discuss their complaint with, they 
should contact the child’s form tutor or the school reception who will be able to advise them. The school will 
acknowledge informal complaints within five school days, which will confirm how the school intend to proceed, 
including an indication of the anticipated timescale. The informal stage may involve a meeting between the 
complainant and the member of staff leading on the stage 1 complaint, either in person or via telephone, or 
by responding in writing. Where a meeting is held, a written response will be provided by the school within 
five school days following the informal meeting.  

Complainants should not approach individual governors to raise concerns or complaints. They have no power 
to act on an individual basis and it may also prevent them from considering complaints at stage 3 of the 
procedure. 

The Trust encourages all parties to approach complaints in a constructive and collaborative manner, with a 
shared focus on supporting the child’s education and wellbeing. 

Complainants may find it helpful to refer to independent guidance on navigating school complaints procedures, 
such as the Parent Kind guide developed with the Department for Education. This resource provides practical 
advice on how to raise concerns effectively and work in partnership with schools. If the complaint is not 
resolved informally, the complainant can escalate to a formal complaint at stage 2.   

Stage 2 
a) If the complainant is not satisfied with the outcome of stage 1, or the complaint has not been resolved 

in a timely manner, they may complain in writing to the Principal within ten school days of the 
conclusion of stage 1 (which should be the date of receipt of the response to stage 1). Complainants 
are encouraged to use the Complaints from Parents Pro Forma Template form (Included as Annex A at 
the end of this policy and downloadable as an editable document from the Trust website at 
https://www.habstrustsouth.org.uk/Contact-Us/)  It should set out clearly the  specific complaint, the 
reason why the outcome of the informal stage has not been satisfactory and the resolution sought. 
The contact details for the Principal can be found on each school’s website.  

b) The complaint will be investigated by the Principal or by a delegated staff member and the Principal 
will endeavour to respond to the complainant within ten school days. This may be by holding a meeting 
with the complainant or responding in writing. If a meeting is held the Principal will write formally 
afterwards to confirm the outcome of stage two and will endeavour to do so within five school days of 
the meeting. If the Principal 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 to be taken to resolve the complaint. The Principal will 
advise the complainant of how to escalate their complaint should they remain dissatisfied with the 
outcome of Stage 2. 

Complaints about the Trust’s central functions 

It should be possible for most (if not all) complaints to be resolved by the officers responsible for the function 
that is the subject of the complaint. This is our primary aim and every effort will be made to ensure that this is 
the case. The following procedure will apply for stage 1 and stage 2. 

Stage 1 
At this stage the intention is to resolve the complaint informally by speaking to the senior leader responsible 
for the function the complaint is about. If the complainant is not already in contact with the appropriate senior 
leader, or is unsure who that is, they should contact complaints@habstrustsouth.org.uk and a member of the 
Trust’s governance team will direct them to the appropriate officer. The senior leader will acknowledge 

https://www.habstrustsouth.org.uk/Contact-Us/
mailto:complaints@habstrustsouth.org.uk
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informal complaints within five school days, which will confirm how the senior leader intends to proceed, 
including an indication of the anticipated timescale. The informal stage may involve a meeting between the 
complainant and the member of staff leading on the stage 1 complaint, either in person or via telephone, or 
by responding in writing. Where a meeting is held, a written response will be provided by the senior leader 
within five school days following the informal meeting.  

If the complaint is not resolved informally, the complainant can escalate to a formal complaint at stage 2.   

Stage 2 
a) If the complainant is not satisfied with the outcome of stage 1, or the complaint has not been resolved 

in a timely manner, they may complain in writing to the responsible member of the Executive Team1 
within ten school days of the conclusion of stage 1 (which should be the date of receipt of the response 
to stage 1). Complainants are encouraged to use the Complaints from Parents Pro Forma Template 
form (Included as Annex A at the end of this policy and downloadable as an editable document from 
the Trust website at https://www.habstrustsouth.org.uk/Contact-Us/).  The form should clearly the 
specific complaint, the reason why the outcome of the informal stage has not been satisfactory and 
the resolution sought.  If the complainant is unsure who the appropriate member of the Executive 
Team is they should contact complaints@habstrustsouth.org.uk and a member of the Trust’s 
governance team will direct them to the appropriate Senior Director.  

b) The Executive Team member will endeavour to respond to the complaint within 10 school days. This 
may be by holding a meeting with the complainant or responding in writing. If a meeting is held the 
Executive Team member will write formally afterwards to confirm the outcome of stage two and will 
endeavour to do so within five school days of the meeting. If the Executive Team member 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 to be taken 
to resolve the complaint. The Executive Team member will advise the complainant of how to escalate 
their complaint should they remain dissatisfied with the outcome of stage 2. 

Complaints that reach stage 3 

In the unlikely event that, having exhausted stages 1 and 2 of the procedure, it has not been possible to resolve 
the complaint, the complainant may opt to continue to stage 3 of the procedure. At this stage the complaint is 
considered by a panel of three people who were not directly involved in the matters detailed in the complaint 
– see (b) below. A stage 3 complaint hearing will focus on the reasons for the complaint at stage 3. It should 
be noted that stage 3 is the final stage of this complaints procedure and no further appeal or stage is available.  

Stage 3 comprises the following: 

a) Where the complainant is not satisfied with the final decision of the Principal or member of the 
Executive Team in relation to the complaint they may write to the CEO within 10 school days of the 
conclusion of stage 2 (which should be the date of receipt of the formal response to stage 2), by 
emailing complaints@habstrustsouth.org.uk. Requests received outside of this time frame may only 
be considered by the CEO if exceptional circumstances apply. 
The complainant should clearly set out, using or including reference to the headings in the ‘Complaints 
from Parents Pro Forma Template’ form (Included as Annex A at the end of this policy and 

 

1 The Trust’s Executive is formed of the Chief Executive Officer, the 9 school Principals and Senior Directors of the Central Team – Senior 
Director: Finance, Senior Director: People, Senior Director: Professional Learning, Senior Director: School Improvement and Senior 
Director: Strategy and Innovation. Each Senior Director manages a number of central functions within the Trust.   

https://www.habstrustsouth.org.uk/Contact-Us/
mailto:complaints@habstrustsouth.org.uk
mailto:complaints@habstrustsouth.org.uk
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downloadable as an editable document from the Trust website at 
https://www.habstrustsouth.org.uk/Contact-Us/) the specific complaint and the resolution sought. 
This document will be included within the complaint pack documentation prepared by the school or 
central team for the panel to review to better understand the complaint and why a resolution has so 
far not been achieved. It should not be used to repeat the detail set out in the original complaint as 
this will be included in the pack, but clearly set out why the complainant does not accept the findings 
reached at stage 2. Complaints at stage 3 cannot be considered without this and the detail must pertain 
to the same complaint as investigated at stage 2.  Anything outside of the original complaint will not 
be considered by the panel.   

b) Any complaints submitted to complaints@habstrustsouth.org.uk  which have not been through stage 
1 and 2 of the complaints procedure will be redirected back to the school / central trust officer to 
manage as per the appropriate stage of the process.  Where the complaint is about a school, the CEO 
will inform the Chair of the Local Governing Body that a stage 3 complaint has been received and that 
a complaints panel would be convened.   

c) A panel of three members will be constituted and appointed by the CEO to hear the complaint. The 
Head of Governance will aim to convene the panel within fifteen term-time days of the formal 
complaint being received by the CEO. If this is not possible, they will provide an anticipated date and 
keep the complainant informed. The constitution of the panel will include an independent member 
who is not involved in the management, running or governance of the school (or central team) that is 
the subject of the complaint. If the CEO was involved in stage 2 of the complaint, the Head of 
Governance will constitute the complaints panel.  

d) The Complainant may attend and be accompanied by one person of their choosing. This may be a 
relative or friend. Legal representation will not normally be appropriate. 

e) If the complaint is about a school, it will be represented by a maximum of two staff members, one of 
which will be Principal of the school (or their delegate if a senior member of staff heard the stage 2) 
about which the complaint pertains. 

f) If the complaint is about one of the Trust’s central functions, that service will be represented by a 
maximum of two members of staff, one of which will be a member of the Executive team who 
considered the complaint at stage 2. 

g) A Clerk to the Panel will be appointed by the CEO. They will endeavour to circulate any written 
materials to all parties at least 5 school days before the date of the meeting, will attend the panel 
hearing to take minutes and issue the outcome letter on behalf of the Chair.  

h) The meeting will be held in private. Electronic recordings of meetings or conversations are not normally 
permitted unless a complainant’s own disability or special needs require it. In such circumstances, prior 
knowledge and consent of all parties attending must be sought before meetings or conversations take 
place. Consent will be recorded in any minutes taken. 

https://www.habstrustsouth.org.uk/Contact-Us/
mailto:complaints@habstrustsouth.org.uk
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i) At the panel meeting, both the complainant and representatives from the school (or central team) will 
be present their case. Each will have the opportunity to present their evidence, and witnesses can be 
called, as appropriate to present their evidence. A stage 3 complaint hearing will focus on the reasons 
for the complaint at stage 3. The panel will not review any new complaints at this stage or consider 
evidence unrelated to the initial complaint to be included. New complaints must be dealt with from 
Stage 1 of the procedure. The panel will not normally accept, as evidence, recordings of conversations 
that were obtained covertly and without the informed consent of all parties being recorded. 

j) Once the complainant and school representative(s) have presented their cases, all parties, except the 
Panel and Clerk, will be asked to leave while the appeal is considered. 

k) The decision of the Panel will be communicated in writing to the complainant.  The Chair and Clerk will 
endeavour to do so within 5 school days of the complaint hearing. It will also be sent to the CEO, 
Principal or Executive Team member who considered the complaint at stage 2. If the complaint is about 
a specific person, they will be provided with a copy of the decision. The decision will also be reported 
to the relevant Governors’ committee at its next meeting. 

l) The decision letter will provide the complainant with a full explanation of the panel’s decisions and the 
reason(s) for it and where appropriate it will also include details of actions that the Trust will take to 
resolve the complaint.  The letter will include details of how to contact the Department for Education 
if they are dissatisfied with the way their complaint has been handled by the Trust. 

m) The findings and recommendations in the panel’s decision are final and binding on all parties. A record 
of the stage 3 hearing will be kept by the Governance & Compliance team, so that it is available for 
inspection by the Trust. 

 
There may be a period of implementation for any agreed actions to be taken forward. If the parent believes 
that there has been an undue delay and/or lack of communication/update by the school, they should raise this 
with the leader who considered the complaint at stage 2 accordingly.  

Complaints that are about the Principal, the CEO or another Senior Director or 
governor 

If the complaint is about the Principal, a member of the Executive Team, the CEO, a governor or Trustee, the 
procedures described above will be modified to ensure that the person who is the subject of the complaint is 
not directly involved in its consideration, other than to respond to any panel on their own behalf.    

Complaint about Stage 1 Stage 2 Stage 3 

Principal of a school 

Informal meeting with 
the individual(s) who is 
the subject of the 
complaint 

The CEO (or delegated 
person) 

A complaints panel 
appointed by the CEO or 
Head of Governance 

Other member of the 
Trust’s Executive Team 

 

The CEO (or delegated 
person) 

A complaints panel 
appointed by the CEO or 
Head of Governance 

The CEO of the Trust The Chair of the People 
Committee  

A complaints panel 
appointed by and where 
possible, including the 
Chair of Trustees 
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One or more members 
of a Local Governing 
Body or Trust 
Committee 

The Chair of the Local 
Governing Body, or in 
the case of a Trust 
Committee member, the 
Chair of that Committee  

The Head of Governance 
should be informed at 
this stage. 

A complaints panel 
appointed by the Chair 
of Trustees 

The Chair of a Local 
Governing Body 

The Vice Chair of 
Trustees (or another 
delegated Trustee such 
as the Chair of the 
People Committee in 
their absence) 

The Head of Governance 
should be informed at 
this stage. 

 

A complaints panel 
appointed by the Chair 
of Trustees  

One or more Trustees 
(but not a majority) 

The Vice Chair of 
Trustees (unless they are 
named in the complaint, 
or another delegated 
Trustee such as the 
Chair of the People 
Committee in their 
absence) 

The Head of Governance 
should be informed at 
this stage. 

 

A complaints panel 
appointed by the Chair 
of Trustees  

The Chair of Trustees N/A  A panel completely 
independent of the 
Trust, appointed by the 
Director of Governance 
& Compliance 

A majority of Trustees or 
the entire Board 

N/A N/A A panel completely 
independent of the 
Trust, appointed by the 
Director of Governance 
& Compliance 
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Outcomes of complaints 

When a complaint is addressed formally (i.e. at stage 2 or stage 3) the person or committee hearing the matter 
will consider the complaint and all the evidence presented. The person/committee can: 

• uphold the complaint in whole or in part 
• dismiss the complaint in whole or in part. 

 
If the complaint is upheld in whole or in part, the person/committee will decide on the appropriate action to 
be taken to resolve the complaint and where appropriate, recommend changes to the school’s or the Trust’s 
systems or procedures to prevent similar issues in the future. 

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. If the complainant 
believes the Trust did not handle their complaint in accordance with this published complaints procedure or 
acted unlawfully or unreasonably in the exercise of their duties under education law,  they can refer their 
complaint to the Department for Education.  

The Department for Education will check whether the complaint has been dealt with properly by the school or 
Trust. The Department for Education will not overturn a school’s or Trust’s decision about a complaint, but will 
intervene if a school or trust has: 

• Breached a clause in its funding agreement 
• Failed to act in line with its duties under education law 
• Acted (or is proposing to act) unreasonably when exercising its functions 

 
For more information or to refer a complaint visit www.gov.uk/complain-to-dfe   

You can also write or send documentation to: 

Ministerial and Public Communication Division 
Department for Education 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 

This information will be included in the stage 3 outcome letter to complainants. 

Complaint procedure points to note 

Any complaints sent directly to the CEO or governors will be dealt with according to this procedure and whilst 
the intended recipient will be notified, governors will not become involved in considering them until the 
complaint reaches the stage where this policy requires their involvement, normally stage 3. 

Whenever a complaint is received that is about a specific member of staff, that person should be notified about 
the complaint straight away and they should be kept informed about the progress of the complaint unless 
there are overriding reasons not to (e.g. to protect someone from risk of serious harm). When arranging 
meetings or hearings under this policy, the Trust will endeavour to arrange a date that is convenient for all 
parties and within the timescales set out in the policy. If the complainant rejects the offer of two proposed 

http://www.gov.uk/complain-to-dfe
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dates without good reason, the meeting will then proceed in the complainant’s absence on the basis of written 
submissions from both parties. 

If other bodies are investigating aspects of the complaint, for example the police, local authority (LA) 
safeguarding teams or Tribunals, this may impact our ability to adhere to the timescales within this procedure 
or result in the procedure being suspended until those other bodies have completed their investigations.  

Whilst we will always aim to adhere to the timeframes set out in this policy, in some circumstances more time 
may be needed to complete the process. If that happens, the Trust will inform the complainant of the proposed 
new timeframe. 

For ease of use, a template complaint form is included at the end of this policy. If you require help in completing 
the form, please contact the school directly or complaints@habstrustsouth.org.uk  and a member of the Trust’s 
governance team will direct you appropriately. You can also ask a third-party organisation for example like the 
Citizens Advice to help you. 

In accordance with equality law, we will consider making reasonable adjustments if required, to enable 
complainants to access and complete this complaints process. For instance, providing information in 
alternative formats, assisting complainants in raising a formal complaint or holding meetings in accessible 
locations. 

Use of Artificial Intelligence (AI) and Complex Submissions 

The Trust supports clear and effective communication and aims to ensure that all complaints can be 
understood and investigated fairly.   

Complainants may use technology, including Artificial Intelligence (AI) tools, to support the preparation of 
their complaint (for example, for drafting or structuring text). However, it is important that submissions 
clearly reflect the complainant’s own concerns and first hand experiences, are accurate, and set out the 
issues in a way that can be reasonably understood and investigated. 

Complainants are responsible for ensuring that any information provided is accurate to the best of their 
knowledge. 

Where a complaint is unclear, excessively lengthy, or contains information that makes it difficult to identify 
the key issues or outcome sought, the Trust may ask the complainant to provide a clearer and more concise 
summary before progressing the complaint, which may also be appropriate to hold through a telephone call 
to understand the concerns further. This is to ensure that the complaint can be considered fairly and without 
unnecessary delay. 

In such cases, the Trust will contact the complainant to explain what further clarification is required. The 
complaints process may be paused while this clarification is sought. Timescales will recommence once 
sufficient information has been provided. 

If, despite reasonable requests, the complainant does not provide the information needed to enable the 
Trust to investigate the complaint, the Trust may decide to discontinue consideration of the complaint in line 
with this policy, including the provisions on managing unreasonable or persistent complaints. 

Record keeping & confidentiality 

All concerns and complaints will be treated seriously and confidentially. Correspondence, statements and 
records will be kept confidential except where any legal obligation prevails, such as the obligation in the 

mailto:complaints@habstrustsouth.org.uk
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Education (Independent School Standards) Regulations (2014) to provide them on receipt of a request from 
the Secretary of State or a body conducting an inspection under section 109 of the Education and Skills Act 
2008. 

The Trust and its schools will maintain a record of all complaints that reach stage 2 or 3. This will include: 

• whether they were resolved following a formal procedure, or proceed to a panel hearing; and 
• any action taken by the school or Trust as a result of those complaints (regardless of whether they are 

upheld). 

Managing Serial or Persistent Complaints 

It is the Trust’s aim through this policy to resolve complaints fairly and therefore to the complainant’s 
satisfaction. However, there may be occasions where a complainant remains dissatisfied after the conclusion 
of stage 3 of the complaints procedure. In that situation the complainant will be informed that the procedure 
has been completed and the matter is now closed. If the complainant contacts the Trust or its schools again 
on the same issue, the correspondence may then be viewed as 'serial' or 'persistent' and the Trust may choose 
not to respond. In making this decision the Trust will have regard to the relevant DfE guidance, section 10.1 of 
the “Best practice guidance for academies complaints procedures” (March 2021).  

• The normal circumstance in which the Trust or school will not respond, either during or at the 
conclusion of the complaint stages, is if: the Trust has taken every reasonable step to address the 
complainant’s needs, and the Trust’s position has been clearly set out in writing together with the 
complainant’s options 

• the complainant is contacting the school or Trust repeatedly but making substantially the same 
points each time 

• the complainant refuses to follow the complaints procedures or insists on the complaint being dealt 
with in ways that are not in line with this procedure or with good practice 

• the school or Trust reasonably believes the aim of the contact is to cause disruption or inconvenience 
• that the complainant acts or communicates in an inappropriate way* towards school or Trust staff. 

*acting in an inappropriate way may include but is not limited to:  

• using threats to intimidate 
• using abusive, offensive or discriminatory language or violence 
• knowingly providing falsified information 
• publishing unacceptable information on social media or other public forums 

 
Making such a decision does not mean the Trust will refuse to accept all further correspondence or other 
complaints from an individual it has had repeat or excessive contact with. The application of a 'serial or 
persistent' marking will be against the subject or complaint itself rather than the complainant. 

If an individual's behaviour is causing a significant level of disruption, regardless of whether or not they have 
raised a complaint, the Trust can implement a tailored communication strategy. This will be decided by the 
Principal or a member of the Executive Team. For example, they can: 

• restrict the individual to a single point of contact via an email address 
• limit the number of times they can make contact, such as a fixed number of contacts per term 

https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure


12 
 

Anonymous Complaints 

The Trust recognises the right of anyone to make a complaint anonymously and understands its obligation not 
to ignore such a complaint. The Trust will not dismiss a complaint simply because its anonymity makes it more 
difficult to investigate. The Trust wants to ensure that staff and pupils are safe and free from any form of 
bullying, harassment or discriminatory behaviour.  

However, it may not be possible to investigate an anonymous complaint fully if the Trust is not provided with 
all the information needed to do so. If such a complaint is made, the Trust will make an initial assessment as 
to whether further investigation is warranted or possible, given the information received. If the Trust 
determines that the complaint is valid, it will act in line with the relevant policy. The Trust will always ensure 
that we focus on the facts available, not making assumptions or rushing to judgement. 

Communication 

The principal audience for this policy is parents and guardians of children attending the Trust’s schools. The 
policy will be published on the Trust’s website and with a link on each school’s website. Any parent sending a 
complaint to the Trust or one of its schools will be sent a copy of the policy, unless it is clear that they have 
already read it. 

The policy will also be published on the Trust’ internal Habs Hub to ensure that staff who respond to complaints 
know how to do so correctly. 

Monitoring and evaluation 

A record of all complaints that reach stage 2 or stage 3 will be kept by the Personal Assistant or Admin Lead to 
the Principal in each school. All complaints that reach stage 3 will be reported to the relevant governors 
committee once the complaint procedure has been completed. The Committee will be provided with a 
summary of the issue raised, the outcome and any actions taken as a result. 

Related documents 

This policy should be read in conjunction with: 

• The roles and responsibilities set out in Annex B. 
• The Haberdashers’ Academies Trust South Working in Partnership with Parents and Carers statement 
• The Department for Education guidance on academy complaints procedures 

https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure 
• Part 7 of the Education (Independent School Standards) Regulations 2014 

http://www.legislation.gov.uk/uksi/2014/3283/schedule/part/7/made

https://www.habstrustsouth.org.uk/Policies/Federation/
https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure
http://www.legislation.gov.uk/uksi/2014/3283/schedule/part/7/made
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Annex A: 
Complaints from Parents / Guardians   

Formal Complaints Pro Forma  
  
As per the Trust’s ‘Complaints from Parents / Guardians Policy’, we aim for most complaints to be resolved 
informally within the schools or departments involved. If this is not possible there are two further, formal, 
stages: 

• Stage 2: Consideration by the relevant officer (for example the Principal or a Senior Director in the 
Trust. Details of who should hear this stage of a complaint can be found in the ‘Complaints from 
Parents / Guardians Policy’ and will depend on who the subject of the complaint is).   

• Stage 3: Consideration by a panel convened by the CEO (or other if the complaint is about the CEO, a 
governor or Trustee).  

 
The following pro forma has been created to ensure that all involved in the complaints process are clear 
about what the complaint is about and what resolution is sought. Once completed, it should be sent to:  

• If the complaint is at Stage 2: Within 10 school days of the conclusion of stage 1, the relevant officer 
who will handle the complaint (for example the Principal or a Senior Director in the Trust).  

• If the complaint is at Stage 3: Within 10 school days of the conclusion of stage 2, this form should be 
sent for the attention of the CEO at complaints@habstrustsouth.org.uk. If the complaint is about the 
CEO, it should be sent for the attention of the Chair of Trustees. This document will be used within 
the complaint pack documentation prepared by the school or central team for the stage 3 Panel to 
review. Complaints at stage 3 must pertain to the same complaint as investigated at stage 2.  
Anything outside of the original complaint will not be considered by the panel.   

 
Whilst we will always aim to adhere to the timeframes set out in the ‘Complaints from Parents / Guardians 
Policy’, in some circumstances more time may be needed to complete the process. If that happens, the Trust 
will inform the complainant of the proposed new timeframe. 
 
Complaint   
Name  
  

  

Who or what is the 
complaint about? (The 
complaint does not need 
to relate to a specific 
individual) 
  

  
  
  

Please detail in full and 
clearly, your specific 
complaint  

  
  
  
  
  
  
  
  
  
 

mailto:complaints@habstrustsouth.org.uk
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For complaints 
progressing to Stage 2:   
Why are you not 
satisfied with the 
outcome of the informal 
stage of the complaint? 
Please include detail on 
who you have spoken to 
at the school or in the 
central team so far.  
  

  

For complaints 
progressing to Stage 3: 
Why are you not 
satisfied with the 
outcome of Stage 2 of 
the complaint?  
  

  
  
  
  

What actions do you feel 
might resolve the 
problem at this stage, 
what resolution do you 
seek?  

  
  
  
  
  
  

Are you attaching any 
paperwork for review by 
the panel? If so, please 
give details and be 
mindful of sharing any 
personal data that is not 
your own.  

 

Date submitted    
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Annex B: 
Roles and Responsibilities  

Formal Complaints 
 

The Haberdashers’ Academies Trust South (the Trust) prides itself on the quality of the education it offers to 
the communities served by its schools. The Trust and its schools strive to maintain excellent relationships 
with those communities and with all the people and organisations they deal with. Occasionally parents or 
guardians of students at the Trust’s schools may feel dissatisfied in some way with that experience.  The Trust 
takes complaints from Parents / Guardians seriously and aims to resolve them swiftly and effectively. The 
following roles and responsibilities are a guide for how this can be best achieved.  
 
Complainant 

The complainant will receive a more effective response to the complaint if they: 
• explain the complaint in full as early as possible, using the template forms where appropriate and 

requested 
• co-operate with the school in seeking a solution to the complaint 
• respond promptly to requests for information or meetings or in agreeing the details of the complaint 
• ask for assistance as needed 
• treat all those involved in the complaint with respect 
• refrain from publicising the details of their complaint on social media and respect confidentiality. 

 

Investigating officer at stage 2 

The investigator’s role is to establish the facts relevant to the complaint by: 

• providing a comprehensive, open, transparent and fair consideration of the complaint through: 
• sensitive and thorough review of the written complaint, which may include meeting with the 

complainant, to establish what has happened and who has been involved 
• where required, meeting staff and children/young people and other people relevant to the 

complaint 
• consideration of records and other relevant information 
• analysing information 
• liaising with the complainant as appropriate to clarify what the complainant feels would put things 

right. 
The investigator should: 

• undertake meetings with an open mind and be prepared to persist in the questioning 
• keep notes of the meetings ensure that any papers produced during the investigation are kept 

securely pending any appeal 
• be mindful of the timescales to respond 
• prepare a comprehensive report for the Principal or CEO that sets out the facts, identifies solutions 

and recommends courses of action to resolve problems. 
• The Principal or CEO will then determine whether to uphold or dismiss the complaint and 

communicate that decision to the complainant, providing the appropriate escalation details. 
Trust CEO 

The Trust CEO’s role in the process is to investigate complaints about Principal’s or delegate an appropriate 
Senior Director to do so on their behalf.  The CEO receives Stage 3 Complaint submissions and constitutes 



16 
 

and appoints panel members accordingly. This will be delegated to the Head of Governance if the CEO 
investigated at Stage 2.  

Head of Governance  

The Head of Governance, who Clerks the panel hearings, is the contact point for the complainant and the 
Stage 3 Panel and should: 

• ensure that all people involved in the complaint procedure are aware of their legal rights and duties, 
including any under legislation relating to school complaints, education law, the Equality Act 2010, 
the Freedom of Information Act 2000, the Data Protection Act (DPA) 2018 and the General Data 
Protection Regulations (GDPR) 

• set the date, time and venue of the meeting, ensuring that the dates are convenient to all parties (if 
they are invited to attend) and that the venue and proceedings are accessible 

• collate any written material relevant to the complaint and send it to the parties in advance of the 
meeting within an agreed timescale 

• record the proceedings 
• circulate the minutes of the meeting 
• notify all parties of the committee’s decision. 

 
Stage 3 Panel Chair 

The panel’s chair, who is nominated in advance of the complaint meeting, should ensure that: 

• both parties are asked (via the Clerk) to provide any additional information relating to the complaint 
by a specified date in advance of the meeting 

• the meeting is conducted in an informal manner, is not adversarial, and that, if all parties are invited 
to attend, everyone is treated with respect and courtesy 

• complainants who may not be used to speaking at such a meeting are put at ease. the remit of the 
committee is explained to the complainant  

• written material is seen by everyone in attendance, provided it does not breach confidentiality or 
any individual’s rights to privacy under the UK General Data Protection Regulation (“GDPR”), the 
Data Protection Act 2018.  

• both the complainant and the school are given the opportunity to make their case and seek clarity, 
either through written submissions ahead of the meeting or verbally in the meeting itself 

• the issues are addressed 
• key findings of fact are made 
• the committee is open-minded and acts independently 
• no member of the committee has an external interest in the outcome of the proceedings or any 

involvement in an earlier stage of the procedure 
• the meeting is minuted 
• they liaise with the Clerk 

Committee Members 

Committee members should be aware that: 

• the meeting must be independent and impartial, and should be seen to be so. No governor / trustee 
may sit on the committee if they have had a prior involvement in the complaint or in the 
circumstances surrounding it.  

• the aim of the meeting should be to resolve the complaint and achieve reconciliation between the 
school and the complainant.  We recognise that the complainant might not be satisfied with the 
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outcome if the meeting does not find in their favour. It may only be possible to establish the facts 
and make recommendations. 

• many complainants will feel nervous and inhibited in a formal setting. Parents/Guardians often feel 
emotional when discussing an issue that affects their child.  
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