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Who can make a complaint? 

This complaints procedure is not limited to parents or carers of children that are registered at 

the school. Any person may make a complaint to the 1590 Trust about any provision of 

facilities or services that we provide unless separate statutory procedures apply.  

The difference between a concern and a complaint 

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

stage. Many issues can be resolved informally, without the need to use the formal stages of 

the complaints procedure.  

The 1590 Trust takes concerns seriously and will make every effort to resolve the matter as 

quickly as possible. We understand however, that there are occasions when people would like 

to raise their concerns formally. In this case, The 1590 Trust will attempt to resolve the issue 

internally, through the stages outlined within this complaints procedure.   

Making a complaint  

A formal complaint can be made in writing using the Formal Complaints Form attached to this 

policy.  

Complaints against school staff (except the head teacher) should be made in the first instance, 

to the Headteacher via the school office. Please mark them as Private and Confidential. 

Complaints that involve or are about the Head teacher should be addressed to Dr A J Ardley 

(the Chair of Governors), via the school office. Please mark them as Private and Confidential. 

Complaints about the Chair of Governors, any individual governor or the whole governing body 

should be addressed to Elaine Barrett (the Clerk to the Governing Body) via the school office. 

Please mark them as Private and Confidential. 

Complaints about the Chief Executive Officer (CEO) or a trustee of the Trust, should be 

addressed to Professor Eileen Martin Chair of Trustees, via the trust office. Please mark them 

as Private and Confidential.  

Anonymous complaints 

We will not normally investigate anonymous complaints. However, the Headteacher or Chair 

of Governors, if appropriate, will determine whether the complaint warrants an investigation. 

Time scales 

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

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

only consider complaints made outside of this period if exceptional circumstances apply. 

Complaints received outside of term time 

We will consider complaints made outside of term time to have been received on the first 

school day after the holiday period. 
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Withdrawal of a complaint 

If a complainant wants to withdraw their complaint they can do so by informing The 1590 Trust 

at any stage in the process.  

Stage 1 – Informal complaints 

It is to be hoped that most concerns can be expressed and resolved on an informal basis.  

The complainant should initially raise any concerns directly with the member of staff most 

directly involved, normally the Year Manager, and if not satisfied discuss concerns with a 

senior member of staff. 

If the issue remains unresolved, the next step is to make a formal complaint.   

Stage 2 – Formal complaints 

Formal complaints must be made to the head teacher via the school office, preferably in writing 

using the Formal Complaints Form (Appendix 1).   

The head teacher will investigate the complaint and may delegate the investigation to another 

member of the school’s senior leadership team. 

At the conclusion of their investigation, the head teacher will provide a written response to the 

complaint, as far as is reasonable, within 10 school days of the date of receipt of the complaint.  

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 The 1590 Trust will take to resolve the complaint.  

The head teacher will advise the complainant how to escalate their complaint should they 

remain dissatisfied with the outcome of Stage 2.  

If the complaint is about the head teacher, or a member of the governing body (including the 

Chair or Vice-Chair), a suitably skilled governor will be appointed to complete all the actions 

at Stage 2.  

Complaints about the head teacher or member of the governing body must be made to the 

Clerk, via the school office. If the complaint is jointly about the Chair and Vice Chair, or the 

entire governing body or the majority of the governing body, Stage 2 will be escalated to the 

CEO of the Trust.  

Stage 3 – Panel Hearing 

If the complainant is dissatisfied with the outcome at Stage 2 and wishes to take the matter 

further, they can escalate the complaint to Stage 3.  

This is a panel hearing consisting of at least three people who were not directly involved in the 

matters detailed in the complaint, with one panel member independent of the management 

and running of the school. This is the final stage of the complaints procedure. 
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A request to escalate to Stage 3 must be addressed to Mrs N Healy, via the school office, 

within 10 school days of receipt of the Stage 2 response. Requests received outside of this 

period will only be considered if exceptional circumstances apply. 

School will aim to convene a meeting within 20 school days of receipt of the Stage 2 request. 

If this is not possible, school will provide an anticipated date and keep the complainant 

informed.  

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

decide when to hold the meeting and it will proceed in the complainant’s absence. 

A complainant may bring someone along to the panel meeting to provide support such as a 

relative or friend. Representatives from the media are not permitted to attend. 

School will confirm the date, time and venue of the meeting and request copies of any further 

written material to be submitted to the committee before the meeting.   

The committee will not normally accept, as evidence, recordings of conversations that were 

obtained covertly and without the informed consent of all parties being recorded. 

The committee will not review any new complaints at this stage or consider evidence unrelated 

to the initial complaint. New complaints must be dealt with from Stage 1 of the procedure. 

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. Prior 

knowledge and consent of all parties attending must be sought before meetings or 

conversations take place.  

The committee will consider the complaint and the evidence presented. The 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 committee will decide on the appropriate 
action to be taken to resolve the complaint and where appropriate, make recommendations.  

The Committee will provide the complainant and The 1590 Trust with their decision within 10 

school days of the meeting. The response will include any actions taken to investigate the 

complaint and provide a full explanation of the decision made and the reason(s) for it.  

The letter to the complainant will include details of how to contact the Education and Skills 

Funding Agency (ESFA) if they are dissatisfied with the way their complaint has been handled 

by The 1590 Trust.   

A copy of the findings and any recommendations will be available for inspection on the school 

premises by the proprietor and the head teacher. A written record of complaints will be 

maintained.  

All correspondence statements and records relating to individual complaints will be kept 

confidential, except where the Secretary of State or a body conducting an inspection under 

section 109 of the 2008 Act requests access to them. 
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 If the complaint is jointly about the Chair and Vice Chair, the entire governing body or the 

majority of the governing body, Stage 3 will be heard by the Trustees and an independent 

panel member.  

Complaints escalated to / about the Trust, CEO or Trustee 

If a complaint is escalated to The 1590 Trust or a complainant wishes to complain directly 

about the trust, the complaint should be sent to the CEO to be investigated. 

The CEO will investigate the complaint and provide a written response to the complaint, as far 

as is reasonable, within 10 school days of the date of receipt of the complaint.  

If the complaint concerns the CEO or a Trustee, the complaint should be investigated by the 

Chair of the Trust Board. If a formal complaint is received about the Chair, the complaint will 

be referred to the Vice Chair for investigation.  

If the complainant is not satisfied with the outcome, the complainant can write to the Clerk to 

the Trust Board to request that the complaint is heard before a Complaint Panel. Requests 

should be made within 10 school days. Requests received outside of this period will only be 

considered if exceptional circumstances apply. 

The Clerk will write to the complainant to inform them of the date of the meeting. They will aim 

to convene a meeting within 20 school days of receipt of the request. If this is not possible, 

the Clerk will provide an anticipated date and keep the complainant informed.  

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

will decide when to hold the meeting and it will proceed in the complainant’s absence. 

If the complaint is jointly about the Chair and Vice Chair, or the entire trust board or the majority 

of the trust board, a completely independent committee panel will hear Stage 3. 

The panel will consist of at least three people who were not directly involved in the matters 

detailed in the complaint, with one panel member independent of the management and 

running of the Trust. This means that the independent Complaint Panel member will not be a 

Trustee or an employee of the Trust.  

A complainant may bring someone along to the panel meeting to provide support, such as a 

relative or friend. Representatives from the media are not permitted to attend. 

The Clerk will confirm the date, time and venue of the meeting and request copies of any 

further written material to be submitted to the committee before the meeting.   

The committee will not normally accept, as evidence, recordings of conversations that were 

obtained covertly and without the informed consent of all parties being recorded.  

The committee 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 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. Prior 
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knowledge and consent of all parties attending must be sought before meetings or 

conversations take place.  

The committee will consider the complaint and all the evidence presented. The 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 committee will decide on the appropriate 
action to be taken to resolve the complaint and where appropriate, make recommendations.  

The Committee will provide the complainant and The 1590 Trust with their decision within 10 

school days. The response will include any actions taken to investigate the complaint and 

provide a full explanation of the decision made and the reason(s) for it. A copy of the findings 

and any recommendations will be available for inspection on the school premises by the 

proprietor and the head teacher. A written record of complaints will be maintained.  

The letter to the complainant will include details of how to contact the Education and Skills 

Funding Agency (ESFA) if they are dissatisfied with the way their complaint has been handled 

by The 1590 Trust.   

All correspondence statements and records relating to individual complaints will be kept 

confidential, except where the Secretary of State or a body conducting an inspection under 

section 109 of the 2008 Act requests access to them. 

Next Steps 

If the complainant believes the Trust acted unlawfully or unreasonably in the exercise of their 

duties under education law, they can contact the ESFA after they have completed Stage 3.   

The ESFA will not normally reinvestigate the substance of complaints or overturn any 

decisions made by The 1590 Trust. They will consider whether The 1590 Trust has adhered 

to education legislation and any statutory policies connected with the complaint.  
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Complaint Form        Appendix 1 

 

Your name: 

Student’s name: 
 

Your relationship to the pupil: 
 

Address:  

Postcode: 
Day time telephone number: 
Evening telephone number: 
Email address: 
 

Please give details of your complaint, including whether you have spoken to anybody at 
the school about it. 
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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: 
 

Action taken:  

Date:  
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