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Executive Summary 

1. What is this policy about? 
This policy explains how students 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: 

• Students attending Trust schools 
• Trust schools and central teams responsible for handling complaints 

 
• 3. What does this policy mean for parents and families? 
• For students, 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 two stages: 

1. Stage 1: Informal consideration of the complaint; 
2. Stage 2: Formal consideration by the relevant manager. 

Most complaints are resolved at Stage 1. 
5. What should students do if they need help or have a concern? 
If you wish to raise a concern or complaint: 

• Speak with the member of staff to set out your complaint 
• If unsure who to contact, email complaints@habstrustsouth.org.uk 
• Use the Trust complaint form if making a formal complaint 
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• 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 Students 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 students at the 
Trust’s schools may feel dissatisfied in some way with that experience. For any students, their parents may 
complain on their behalf. Older students, who are also deemed to be Gillick Competent (usually those aged 
13 and above) may complain in their own right. The purpose of this complaints policy is to set out how those 
complaints will be dealt with, so that they can be resolved 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). 

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 students of the secondary schools of Haberdashers’ Academies Trust South. 

This policy sets out how complaints from students who are Gillick Competent will be dealt with. There are 
separate policies for complaints from parents/guardians 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 about which a student 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 process exists, it shall be used and this complaints policy shall not apply. These 
include reviews of decisions to exclude pupils from a school and matters likely to require a child protection 



3 
 

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.  

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. 

Aims 

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

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 then the complaint may be considered 
formally. The stages of the complaints procedure are: 

• Stage 1: Informal consideration of the complaint; 
• Stage 2: Formal consideration by the relevant manager. 

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). 

If other bodies are investigating aspects of the complaint, for example the police, local authority (LA) 
safeguarding teams or Tribunals, this may impact on 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 
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alternative formats, assisting complainants in raising a formal complaint or holding meetings in accessible 
locations. 

The following procedure will apply for stage 1 and stage 2. 

Stage 1 

At this stage the intention is to resolve the complaint informally.  For complaints from students this will ideally 
be accomplished by talking to the member of staff about whom they have a complaint, or who is responsible 
for the matter about which they are complaining, or to another member of staff that they trust. If students 
are unsure who to talk to, they should approach their Form Tutor in the first instance. 

On the rare occasions where it is not possible to resolve a complaint in a timely and informal manner then the 
complaint should be formalised as set out in stage 2 below. 

Stage 2 

a) Stage 2 applies when a student is not satisfied with the outcome of stage 1, or their complaint has not 
been resolved in a timely manner. If this is the case, the student should tell the Principal. (If the 
complaint is about the Principal, the student should tell the CEO, who will carry out all the functions 
assigned to the Principal in the subsequent stages.) This should be through the use of the Complaints 
from Students Pro Forma Template (Included as Annex A at the end of this policy and downloadable 
as an editable document from our website at https://www.habstrustsouth.org.uk/Contact-Us/) 
ensuring that they clearly set out their specific complaint and the resolution  they seek.  

a) The Principal will appoint a manager to consider the complaint. If the complaint is about an individual 
member of staff, the person appointed to consider the complaint must be senior to the person about 
whom the complaint is made. 

b) The Principal may ask a member of staff that the student trusts to assist them in making a complaint, 
explaining (ideally in writing) why they are not satisfied with the outcome of the informal stage and 
what resolution they seek. 

c) The manager will investigate the complaint and compile a report for the Principal, with findings and 
recommendations. Once the Principal has decided whether to accept the recommendations the 
manager will write to the student to explain their findings and what action will be taken in appropriate 
language. If necessary they will meet the student to explain them. 

 

Outcomes of complaints 

When a complaint is addressed formally the person hearing the matter will consider the complaint and all the 
evidence presented. The person can: 

• Recommend the complaint is upheld in whole or in part 
• Recommend the complaint is dismissed in whole or in part. 

If the complaint is upheld in whole or in part, the person will recommend appropriate action to be taken to 
resolve the complaint and where appropriate, recommend changes to the school’s or the Trust’s systems or 

https://www.habstrustsouth.org.uk/Contact-Us/
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procedures to prevent similar issues in the future. The decision on whether to accept these recommendations 
will be made by the Principal (or the CEO, if the complaint is about the Principal). 

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. 

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. 

The school will maintain a record of all complaints that reach stage 2. This will include 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 student’s satisfaction. 
However, there may be occasions where a complainant remains dissatisfied after the conclusion 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 complaints from a student. 
The application of a 'serial or persistent' marking will be against the subject or complaint itself rather than the 
complainant. 

https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure
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If evidence comes to light which suggests that the complaint is malicious, or the student made the complaint 
knowing that it was false, the school may apply disciplinary sanctions as set out in its behaviour policy. 

If a student’s complaints or communications with managers are causing a significant level of disruption, 
regardless of whether or not they have raised a complaint, the Principal or a member of the Executive Team 
can implement a tailored communication strategy. For example, they can: 

• restrict the students to a single point of contact 
• limit the number of times they can make contact about complaints or other specified matters, such 

as a fixed number of contacts per term 

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 older students attending the Trust’s schools. The policy will be 
publicised to both audiences on the Trust’s website with a link on each school’s website. Any eligible student 
making 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 will be kept by the Personal Assistant or Admin Lead to the 
Principal in each school. They will be reported as part of the standard documentation for Keeping in Touch 
meetings with the CEO. 

Related documents 

This policy should be read in conjunction with: 

• The Department for Education guidance on academy complaints procedures 
https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure 

 

 

https://www.gov.uk/government/publications/setting-up-an-academies-complaints-procedure
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Annex A: 
Complaints from Students   

Formal Complaints Pro Forma  
  
As per the Trust’s ‘Complaints from Students’ we aim for most complaints to be resolved informally within 
the schools or departments involved. If this is not possible there is a further stage of formal consideration.  
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:  

• Stage 2: The Principal of the school which the student attends. If the complaint is about the 
Principal, the student should tell the CEO, who will carry out all the functions assigned to the 
Principal in the subsequent stages.) 

 
Complaint   
Name  
  

  

Contact details   
  

  

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. Please 
include detail on 
who you have 
spoken to at the 
school so far.  

  
  
  
  
  
  
  
  

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

  

What actions do 
you feel might 
resolve the problem 
at this stage?  
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Are you attaching 
any paperwork for 
review? 

 

Date submitted    
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