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History of Policy Changes

Date Version Change Origin of Change
e.g. TU request,

change in
legislation

Changed by

May 2017 1 Creation of policy Based on DfE
sample policy

Sarah Gibbon

May 2018 2 Sections 6.4 and 6.7,
inclusion of timescale

Policy Review Sarah Gibbon

March 2019 3 Section 6.6 update ESFA advice Sarah Gibbon

May 2019 3 No changes required Kath Powell

May 2020 4 Identified the statutory
requirements. The

practices and
procedures will be

shown as an
addendum owned by
the School Councils.
School replaced by
School. Footnote and
all reference to the
Priory Learning Trust
changed to The Priory
Learning Trust. the

PLT changed to TPLT.

Sarah Gibbon
and Gail Webb

July 2020 Additions to policy. Change to DfE
guidance.

Gail Webb

May 2021 Change academy to
school

Annual review Gail Webb

July 2022 Annual review Gail Webb
June 2023 an addition (with the

agreement of students
over 18)
Changed HOSI to
Director of Secondary
/ Primary Standards

Annual review Gail Webb
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to be shared with others involved in the operation of the complaint’s procedure. It is at the
discretion of the Principal as to whether anonymous complaints warrant an investigation. It is
usual to disregard anonymous complaints unless somebody is prepared and able to substantiate
them.

All correspondence, statements and records



directly involved in the matters detailed in the complaint, one of whom will be independent of the
management and running of the School or the Trust at least one of whom can be a governor from
another school within in the trust

6. Persistent or Vexatious Complaints

There will be some occasions when complainants are reluctant to accept the outcome of the
process.

Should the complainant continue to make contact on the same issue, the Board of Trustees has
the power to inform them that the process is complete and the matter is therefore closed.

In the context of Freedom of Information requests ‘vexatious’ is defined as the ‘manifestly
unjustified, inappropriate or improper use of a formal procedure’. TPLT prefers the term 'serial' or
‘persistent’ complaints. TPLT may apply the following criteria in determining whether the situation
may be defined as ‘serial’ or ‘persistent’:

● all reasonable steps have been taken to address matters
● a clear statement has been provided of the school’s position
● the school is being repeatedly contacted with the same points being raised
● the school has reasonable grounds for believing that the intention is to cause

inconvenience
● communications are aggressive in tone or content
● abusive, derogatory and/or threatening comments are made

TPLT may seek legal advice if they think that persistent contact by a complainant constitutes
harassment.

7. Conclusion

By TPLT having a clear, published procedure, the Board of Trustees hope that this will help
resolve problems and confirm good working relationships between all people involved with the
schools.

Review of policy

The working of this policy will be annually examining the policy statement and checking for
continuing relevance against any changed statutory requirements.

Appendix 1 Operational processes

Contents
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4. Policy Review

Appendix A The role of the Education and Skills Funding Agency
Appendix B Formal Complaint Form
Appendix C Late Complaints

8. Guidelines for





If the complaint is against the Academy Council or governor then the complaint is made to the
clerk of Academy Council who will refer it to the Chair of the Academy Council who will share
the concern with the Director of Primary / Secondary Education & Standards (as appropriate)
who will decide on the next course of action.

8.5 Stage 3 – Review by the Academy Council

Complaints should normally, only rarely reach this formal level, where the complainant is not
satisfied by the Principal’s response. It may be appropriate that the Academy Council
considers this now to be a complaint against the school, rather than against the member of
staff/student whose alleged actions led to the original complaint.

8.6 Stage 3 Procedure

The Chair of the Academy Council will acknowledge the complaint in writing and will set up a
panel within 15 school working days of receiving the complaint. . The letter from the Chair of
the Academy Council will also explain to the complainant that they may submit any further
relevant documents in advance of the hearing.

All parties will be given five school working days’ notice of a hearing. The complainant may be
accompanied to the hearing by a person of their choice who is independent of the complaint
but not a legal representative.

If not the subject of the complaint, the Principal or representative may be invited to attend the
hearing to offer advice and information. Involvement of other staff is subject to the discretion
of the Chair of the Academy Council.

The aim of the hearing will be to resolve the complaint and achieve reconciliation between the
school and the complainant. However, it has to be recognised that it may only be possible to
establish facts and make a determination. The hearing proceedings will be as informal as
possible.

The hearing will allow for:

● the complainant to explain their concern and for the school representative to explain
the school’s response

● the complainant and the Principal to question each other and for members of the
hearing panel also to ask questions

● any party to have the right to call witnesses (subject to the approval of the Chair of the
panel) and all parties having the right to question all the witnesses

● final statements by both the complainant and the Principal

Following the hearing the panel considering the complaint will send their written decision by
electronic mail or otherwise to both parties within five school working days. The decision will
detail the panel’s findings, any actions that the school will need to undertake as a result of the
complaint and will make recommendations in regards to the complaint. The panel’s findings,
actions and recommendations will be sent to the complainant and, where relevant, the person
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If the complaint is against the Principal, the Director of Primary / Secondary Education &
Standards (as appropriate) will take the role of the Academy Council.

If the complaint is against the Chief Executive Officer, the Board of Trustees will divide into two
panels, one acting to cover Stage 3 and the other to cover Stage 4 of the Process (if required).

If the complaint is against the Multi Academy Trust or Trustee, the Members will divide into two
panels, one acting to cover Stage 3 and the other to cover Stage 4 of the Process (if required).
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