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Complaints Policy  
The Board of Trustees of Oakfield Academy delegated ratification of this policy to the Head Teacher. 
It will be reviewed every year.  
 
Procedures for dealing with complaints 
At Oakfield Academy we make every effort to provide a friendly and safe environment in which the pupils will be 
helped to believe in their abilities and to achieve at their highest level, both in an academic and social context. We 
recognise, however, that sometimes things can go wrong and parents and members of the public may need to make 
a complaint or raise concerns they have with the Academy. This policy tells you what to do if this happens. 
 
Introduction  
The majority of issues raised by parents, the community or pupils, are concerns rather than complaints. We are 
committed to taking concerns seriously, at the earliest stage, in the hope of keeping the number of formal 
complaints to a minimum and without needing formal procedures. However, depending on the nature of the 
concern, you may wish or be asked to follow the Academy’s formal complaints procedure. For the Academy to be 
able to investigate a complaint, it needs to be made within one year of the incident occurring. If a complaint is older 
than a year it will not be investigated.  
 
The prime aim of Oakfield’s policy is to resolve the complaint as fairly and speedily as possible.  
 
Formal complaints 
Correspondence, statements and records relating to formal complaints will be dealt with in a sensitive and impartial 
manner. The complaint will remain confidential except where the Secretary of State requests access to it. A written 
record will be kept for all formal complaints including: whether they were resolved at stage 2 or progressed to a 
panel hearing; what action was taken as a result of the complaint. Malicious complaints may incur appropriate action 
by the Academy. This also applies to persistent complaints. Any complaints concerning the conduct of Academy staff 
will be handled in accordance with the Academy’s internal disciplinary procedures and will remain confidential. Staff 
involved in the handling of complaints will be suitably trained to do so. 
 
The following details outline the stages that can be used to resolve complaints.  

 

The Academy Policy has four main stages:  
 

Stage 1 – Raising a concern  
Concerns can be raised with the Academy at any time and will usually generate a response, which will resolve the 
concern. The Academy requests that parents make their first contact with the tutor, or specific subject teacher, if 
this is more appropriate. 

It is important for parents to recognise that the Academy is a busy organisation and that whilst we will do our best, it 
may not be possible to offer an appointment immediately. 
On some occasions the concern raised may require investigation, or discussion with others, in which case you will 
receive an informal but informed response as soon as possible. The vast majority of concerns will be satisfactorily 
dealt with in this way. However, if you are not satisfied with the result at Stage 1, please write to or call the academy 

Stage 1 – A concern is raised informally with a staff member.  
 
Stage 2  – Formal complaint is heard by an appropriate member of staff. The formal procedures  
     are only invoked when initial attempts to resolve the issue are unsuccessful and the  
     person raising the concern remains dissatisfied and wishes to take the matter further. 
 
Stage 3  – Complaint is heard by Head Teacher  
 
Stage 4  – Complaint is heard by Board of Trustees’ Complaints Appeal Panel.  
 
Stage 5  – Complaint made to ESFA. 
 
 



within ten working days and state what you would like the Academy to do. The Academy will then look at your 
complaint at the next stage. 
 
Stage 2 – Complaint heard by an appropriate staff member 
Formal complaints should be put in writing, unless the complainant has reason to request a reasonable adjustment 
be made (via the academy office). Complaints should be addressed to the appropriate Head of Year (for issues of a 
pastoral nature) or Head of Department (for issues related to the curriculum) for your child’s year. You may request 
a complaints form for this purpose. The complaint will be logged, including the date it was received. The Academy 
will normally acknowledge receipt of the complaint within three working days of receiving it. In many cases this 
response will also report on the action the Academy has taken to resolve the issue, however, if the issue requires 
complex investigation (e.g. interviewing a number of people) it may take up to five working days. Alternatively, a 
meeting may be convened to discuss the matter further.  
 
This meeting will normally take place within ten working days. The aim will be to resolve the matter as quickly as 
possible. However, if you are not satisfied with the result at Stage 2 please write to or call the Academy within ten 
working days of receiving our response. You will need to tell the Academy why you are still not satisfied and what 
you would like the Academy to do. You can request a complaint form for this.  
 
Stage 3 – Complaint heard by Head Teacher  
If the matter has not been resolved at Stage 2, the Head Teacher will arrange for a further investigation. Following 
the investigation, the Head Teacher will normally give a written response within ten Academy working days. If you 
are dissatisfied with the result at Stage 3, you will need to let the Academy know within ten working days of 
receiving the response.  

Stage 4 – Complaint heard by the Board of Trustees’ Complaints Appeal Panel If the matter has still not been 
resolved at Stage 3, then you will need to write to the Chair of Trustees giving details of the complaint. The Chair or a 
nominated trustee will convene a Complaints Appeal Panel consisting of at least 3 people who have not been directly 
involved in the matters detailed in the complaint. The panel will not be made up solely of Board of Trustees 
members. The hearing will normally take place within ten working days of the receipt of the written request for 
Stage 4 investigation.  You will be notified of this and allowed to attend the panel hearing and can be accompanied. 
The aim of the Complaints Appeal Panel hearing is to ensure that due process has been followed. All parties will be 
notified of the panel’s decision findings and recommendations in writing within ten working days after the date of 
the hearing.  

Copies of the findings and recommendations will be provided to you and, where relevant, the person the complaint 
was regarding with copies provided to the Head Teacher. The letter will also contain what you need to do if you wish 
to take the matter further, although it should be noted that the decision of the Trustees’ Complaints Appeal Panel is 
final.   
 
Stage 5 – Referral to ESFA (Education & Skills Funding Agency) 
If dissatisfied with the panel’s decision, complainants are advised to send their complaint to the Department for 
Education using their online form: ESFA Academy complaints form  
 
 
Note 
Allegations of abuse against a member of the Academy staff must be reported to the Head Teacher immediately. 
Allegations of abuse against the Head Teacher must be reported to the Chair of Trustees immediately. 
 
In cases where the matter concerns the conduct of the Head Teacher, the Head Teacher and Chair of Trustees will be 
informed of the complaint. The Chair of Trustees will arrange for the matter to be investigated. In cases where the 
matter concerns the conduct of a member of the Board of Trustees, the Members will be informed of the complaint 
via the Governance Professional.  
 
 

 

 

 

https://form.education.gov.uk/en/AchieveForms/?form_uri=sandbox-publish://AF-Process-f1453496-7d8a-463f-9f33-1da2ac47ed76/AF-Stage-1e64d4cc-25fb-499a-a8d7-74e98203ac00/definition.json&redirectlink=%2Fen&cancelRedirectLink=%2Fen


Oakfield Academy Complaint Form 

Please complete and return to reception who will acknowledge receipt and explain what action will be taken. 

Your name:    

 

Pupil’s name:     

 

Your relationship to the pupil: 

 

Address: 

 

 

Postcode: 

 

Day time telephone number: 

Evening telephone number: 

 

Please give details of your complaint. 

 

 

 

 

 

 

 

 

 

 

What action, if any, have you already taken to try and resolve your complaint.  

(Who did you speak to and what was the response)? 

 

 

 

 

 

 

 

 

 

 



What actions do you feel might resolve the problem at this stage? 

 

 

 

 

 

 

 

 

 

 

 

Are you attaching any paperwork? If so, please give details. 

   

 

Signature: 

 

Date: 

 

 

 

 

Official use 

 

Date acknowledgement sent: 

 

 

By who:  

 

 

 

 

Complaint referred to: 

 

Date:  

 

 

 
 
 



Appendix 1 
Guidance for Staff Investigating Complaints 
It is suggested that at each stage, the person investigating the complaint, makes sure that they:   

 establish what has happened so far, and who has been involved; 

 make a note of the complaint; 

 clarify the nature of the complaint and what remains unresolved; 

 meet with the complainant or contact them (if unsure or further information is necessary); 

 clarify what the complainant feels would put things right; 

 interview those involved in the matter and/or those complained of, allowing them to be accompanied if 
they wish; 

 conduct the interview with an open mind and be prepared to persist in the questioning; 

 keep notes of the interview. 
 

You should normally offer an appointment to discuss the issue as quickly as possible, as this will give both parties 
time to talk about it calmly and politely without being interrupted. This can allow parties to remain calm.  It will also 
show a commitment to resolving issues. Complaints need to be considered, and resolved, as quickly and efficiently 
as possible (see procedure).   However, where further investigations are necessary, new time limits can be set and 
the complainant sent details of the new deadline and an explanation for the delay. 
 
At each stage in the procedure you will want to keep in mind 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; 

 an undertaking to review Academy policies in light of the complaint.   
 
It is useful if complainants are encouraged to state what actions they feel might resolve the problem at any stage.  
An admission that the Academy could have handled the situation better is not the same as an admission of 
negligence. An effective procedure will identify areas of agreement between the parties.  It is also of equal 
importance to clarify any misunderstandings that might have occurred as this can create a positive atmosphere in 
which to discuss any outstanding issues. 



Appendix 2  
Complaints Appeal Panel hearing 
The aim of the hearing, which needs to be held in private, will always be to resolve the complaint and achieve 
reconciliation between the Academy and the complainant.  However, it has to be recognised the complainant might 
not be satisfied with the outcome if the hearing does not find in their favour.  It may only be possible to establish the 
facts and make recommendations which will satisfy the complainant that their complaint has been taken seriously. 
The letter will also contain what you need to do if you wish to take the matter further. 
 
It is important that the appeal hearing is independent and impartial and that it is seen to be so.  No Trustee may sit 
on the panel if they have had a prior involvement in the complaint or in the circumstances surrounding it.  In 
deciding the make-up of the panel, Trustees need to try and ensure that it is a cross-section of the categories of 
Trustee and sensitive to the issues of race, gender and religious affiliation.  
 
An effective panel will acknowledge that many complainants feel nervous and inhibited in a formal setting.  Parents 
often feel emotional when discussing an issue that affects their child.  The panel Chair will ensure that the 
proceedings are as welcoming as possible.  The layout of the room will set the tone and care is needed to ensure the 
setting is informal and not adversarial.   
 
The role of the Governance Professional 
The Clerk is the contact point for the complainant and will be required to: 

 set the date, time and venue of the hearing, ensuring that the dates are convenient to all parties and that 
the venue and proceedings are accessible; 

 collate any written material and send it to the parties in advance of the hearing; 

 meet and welcome the parties as they arrive at the hearing; 

 record the proceedings; 

 notify all parties of the panel’s decision. 
 

The role of the Chair of the Board of Trustees or the nominated Trustee 
 The nominated Trustee will: 

 check that the correct procedure has been followed;    

 if a hearing is appropriate, notify the Clerk to arrange the panel; 
 
The role of the Chair of the panel 
The Chair of the Panel has a key role, ensuring that: 
 

 the remit of the panel is explained to the parties and each party has the opportunity of putting their case 
without undue interruption; 

 the issues are addressed;  

 key findings of fact are made;  

 parents and others who may not be used to speaking at such a hearing are put at ease;  

 the hearing is conducted in an informal manner with each party treating the other with respect and 
courtesy; 

 the panel is open minded and acting independently;   

 no member of the panel has a vested interest in the outcome of the proceedings or any involvement in an 
earlier stage of the procedure; 

 each side is given the opportunity to state their case and ask questions; 

 written material is seen by all parties.  If a new issue arises it would be useful to give all parties the 
opportunity to consider and comment on it. 

 
 



Before the meeting: 

 The formal complaints letter should be passed to the Vice-Chair if the Chair will be unable to receive the 
letter within 5 days.   

 Members of the Trustees’ Complaints Panel should have no prior knowledge of the complaint and it is, 
therefore, unlikely that staff trustees will be members of the panel.  

 The letter inviting the parent to attend should indicate that they may be accompanied by a friend. 
 
At the meeting: 

 The Complaints Appeal Panel must be made up of at least three members, one of whom must be completely 
independent from the Academy, and the Governance Professional  

 Although this is a formal meeting, every effort should be made to make it as informal as possible for all 
concerned and parent put at ease. 

 The Clerk should take notes of the meeting, listing who is present and make everyone aware of the 
confidential nature of the process. 

 The Chair of the Trustees’ Complaints Appeal Panel should open the meeting stating the purpose and the 
format of the meeting to clarify this to all in attendance.    

 People present should introduce themselves stating their reason for being at the meeting.  

 The Chair of the Trustees’ Complaints Appeal Panel should request a verbal statement from the complainant 
in support of their written letter of complaint and why they feel the issue has not been resolved.  The 
Trustees’ Complaints Panel members can ask questions to make sure they understand the issue from the 
complainant point of view.   

 The Chair of the Trustees’ Complaints Appeal Panel should request a verbal statement from the Head 
Teacher (or their representative) in support of their written account of the complaint and the steps taken to 
resolve the issue. The Trustees’ Complaints Panel members can ask questions to make sure they understand 
the issue from the Head Teacher’s point of view.   

 Members of the Trustees’ Complaints Appeal Panel should make sure they fully understand the issues and 
ask any further questions to clarify any points that are still not clear to them.   

 The Chair of the Trustees’ Complaints Appeal Panel must ask the complainant and the Head Teacher (or their 
representative) if they are satisfied that they have provided all the information they wanted or if there is 
something they wish to add and if they feel they have had a fair hearing.   

 When the Trustees’ Complaints Appeal Panel members understand all the issues, the Chair will ask all parties 
to leave except the panel members and the Clerk.  
 

After the meeting: 

 The panel members will need to consider the information, come to a decision and suggest a way to resolve 
the issue taking into account the best interests of the child or children.   

 The Trustees’ Complaints Appeal Panel members discuss the issues in private and the clerk remains to record 
the decision. The panel can: 

o dismiss the complaint in whole or in part; 

o uphold the complaint in whole or in part; 

o decide on the appropriate action to be taken to resolve the complaint; 

o recommend changes to the Academy’s systems or procedures to ensure that problems of a similar 
nature do not recur. 

 When the panel has reached a decision, the Clerk will inform everyone concerned in writing as soon as 
possible, but in any event, within ten working days of the panel meeting. The letter will also contain what 
the complainant needs to do if they wish to take the matter further, although it should be noted that if the 
correct procedure has been followed, the decision of the Trustee’s Complaints Panel is final.  



 A record must be kept of the outcome of the hearing. 

 Written records of complaints will be kept and reported on an annual basis to Trustees.  
 
Vexatious complaints 
If properly followed, a good complaints procedure will limit the number of complaints that become protracted.  
However, there will be occasions when, despite all stages of the procedures having been followed, the complainant 
remains dissatisfied.  If the complainant tries to reopen the same issue, the Chair of the Board of Trustees is able to 
inform them in writing that the procedure has been exhausted and that the matter is now closed.   
 
Serial or Persistent Complaints 
Oakfield Academy is committed to dealing with all complaints fairly and impartially, and to providing a high-quality 
service to those who complain. We will not normally limit the contact complainants have with our Academy or 
academies. However, we do not expect our staff to tolerate unacceptable behaviour and will act to protect staff 
from that behaviour, including that which is abusive, offensive or threatening. 
 
Oakfield Academy defines unreasonable behaviour as that which hinders our consideration of complaints because of 
the frequency or nature of the complainant’s contact with the Academy, such as, if the complainant:  
 

 refuses to articulate their complaint or specify the grounds of a complaint or the outcomes sought by raising 
the complaint, despite offers of assistance 

 refuses to co-operate with the complaint’s investigation process  

 refuses to accept that certain issues are not within the scope of the complaint’s procedure 

 insists on the complaint being dealt with in ways which are incompatible with the complaint’s procedure or 
with good practice 

 introduces trivial or irrelevant information which they expect to be considered and commented on 

 raises large numbers of detailed but unimportant questions, and insists they are fully answered, often 
immediately and to their own timescales 

 makes unjustified complaints about staff who are trying to deal with the issues, and seeks to have them 
replaced 

 changes the basis of the complaint as the investigation proceeds  

 repeatedly makes the same complaint (despite previous investigations or responses concluding that the 
complaint is groundless or has been addressed) 

 refuses to accept the findings of the investigation into that complaint where the Academy’s complaint 
procedure has been fully and properly implemented and completed including referral to the Education, Skills 
and Funding Agency 

 seeks an unrealistic outcome  

 makes excessive demands on Academy time by frequent, lengthy and complicated contact with staff regarding 
the complaint in person, in writing, by email and by telephone while the complaint is being dealt with 

 uses threats to intimidate 

 uses abusive, offensive or discriminatory language or violence 

 knowingly provides falsified information 

 publishes unacceptable information on social media or other public forums. 
 
Complainants should try to limit their communication with the Academy that relates to their complaint, while the 
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 Head Teacher or Chair of Trustees will discuss any concerns with the complainant informally 
before applying an ‘unreasonable’ marking.  
 
If the behaviour continues, the Head Teacher will write to the complainant explaining that their behaviour is 
unreasonable and ask them to change it. For complainants who excessively contact Oakfield Academy causing a 
significant level of disruption, we may specify methods of communication and limit the number of contacts in a 
communication plan. This will be reviewed after six months. 
 



In response to any serious incident of aggression or violence, we will immediately inform the police and 
communicate our actions in writing. This may include barring an individual from Oakfield Academy.  

 
Complaint campaigns 
Should Oakfield Academy become the focus of a campaign and receive large volumes of complaints which are all 
based on the same subject, and from complainants unconnected with the academy, the Academy will:  
 send a template response to all complainants 

 publish a single response on the Academy's website 

 signpost complainants to the Department for Education if they are dissatisfied with the Academy’s response.  

 
Summary of procedure and agenda 
 

 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 Head Teacher may question both the complainant and the witnesses after each has spoken. 

 The Head Teacher is then invited to explain the Academy’s actions and be followed by the 
Academy’s witnesses.  

 The complainant may question both the Head Teacher and the witnesses after each has spoken. 

 The panel may ask questions at any point.  

 The complainant is then invited to sum up their complaint. 

 The Head Teacher is then invited to sum up the Academy’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.  

Guidance Notes for Clerk to Complaints Appeal Panel Hearing 
Invitations: 

 Parent (who may be accompanied) 

 Chair of Trustees Complaints Appeal Panel (TBC) 

 Vice Chair in absence 

 An additional Trustee 

 Head Teacher (or Deputy Head Teacher in case of absence) 

 Independent member of the panel. 
 
NB.  Letters should indicate date and time of the hearing, indicate that the proceedings will be entirely confidential, 
and that the decision of the panel will be final. 
 
Procedure of hearing – general 
NB.  Chair to put attendees at their ease. 
 

 Chair to introduce members and ask for all parties to be introduced  

 Note that the procedure will be minuted 

 Note that the outcome will be final 

 Indicate that a record will be kept of the complaint and its outcome, and forwarded to trustees  

 Follow agenda as per policy. 


