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1. Purpose 
a. The Trust is committed to resolving complaints fairly, proportionately and in a timely 

manner. 
b. This procedure applies to complaints made by parents or carers of pupils currently 

on roll at the Academy. 
c. This procedure complies with: 

i. Education (Independent School Standards) Regulations 2014 (Part 7) 
ii. DfE Best Practice Advice for School Complaints Procedures 
iii. Principles of natural justice 

 
2. Scope and Exceptions 
2.1 Scope 

• This procedure applies where a complainant alleges that the Academy has acted 
improperly or failed to act in relation to matters within its control. 
 

2.2 Matters Not Covered by This Procedure 
a. This procedure does not apply to, or may be limited in how it applies to, the following 

matters: 
i. Admissions to school (including admission decisions and appeals) 
ii. Exclusions (suspensions and permanent exclusions and associated statutory 

processes) 
iii. Decisions under Section 29A of the Education Act 2002: Decisions taken 

under the Academy’s Behaviour Policy, including directions made under 
Section 29A of the Education Act 2002 (off-site educational provision), are 
operational behaviour management measures exercised under statutory 
powers vested in the Headteacher. Such decisions do not fall within the scope 
of the staged complaints procedure set out in this policy. Parents remain 
entitled to raise concerns where they believe there has been a procedural 
irregularity, discrimination, safeguarding issue, or non-compliance with 
statutory duties. Any such concerns will be considered in accordance with the 
relevant statutory or regulatory framework, including (where applicable) 
safeguarding procedures, equality legislation, or referral to the Local Authority 
or Department for Education. 

iv. School re-organisation proposals 
v. Statutory assessments of Special Educational Needs and related statutory 

processes 
vi. Religious education and collective worship where statutory rights apply 
vii. Curriculum and organisational decisions: Decisions concerning the design, 

organisation and delivery of the Academy’s curriculum, including subject 
provision, subject allocation, teaching groups, setting, timetabling and the 
allocation of pupils to particular courses or classes, are operational 
educational decisions for the Academy and are not subject to the staged 
complaints procedure. This does not prevent a parent from raising concerns 
where they allege a procedural irregularity, discrimination, safeguarding issue 
or failure to comply with a statutory duty. Any such concern will be considered 
under the appropriate procedure or legal framework. 

viii. Whistleblowing (handled under the Trust’s Whistleblowing Policy) 
ix. Safeguarding or child protection matters (handled under the Safeguarding & 

Child Protection Policy and statutory procedures) 
x. Staff grievances (handled under the Trust’s staff grievance procedure) 
xi. Staff conduct or disciplinary matters (handled under HR and safeguarding 

procedures, including LADO processes where applicable) 
b. Where a complaint contains elements both within and outside this procedure, the 

Academy may separate and address issues under the appropriate processes. 
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3. General Principles 
3.1 Timeliness of Complaints 

a. Complaints must be raised promptly to enable fair and effective investigation. 
b. Delays may result in loss of key evidence, including: 

i. CCTV footage (which may be routinely overwritten) 
ii. Electronic records 
iii. Reliable witness recollection 

c. Complaints should normally be raised within 10 school days of the incident or of the 
complainant becoming aware of the matter. 

d. The Academy reserves the right not to investigate complaints where delay has 
materially prejudiced its ability to establish the facts fairly. 
 

3.2 Participation in the Process 
a. Complainants will be given a reasonable opportunity to present their complaint and 

to participate in meetings or hearings where appropriate. 
b. If a complainant fails to attend a scheduled meeting or hearing without good reason, 

the Academy may proceed in their absence and determine the complaint based on 
the written evidence available. 

 
c. The Academy may reschedule a meeting where there is reasonable justification for 

non-attendance. However, the process will not be delayed indefinitely. 
 
3.3 Delegation of Functions 

a. The Principal may delegate the investigation and/or determination of a complaint to 
another senior member of staff where appropriate. 

b. Such delegation does not remove the Principal’s overall responsibility for ensuring 
that the complaint is handled fairly and in accordance with this procedure. 

c. Where a complaint concerns the Principal, the Trust Board will appoint an 
appropriate senior leader to undertake the relevant stages prior to any panel hearing. 
 

3.4 Standards of Conduct 
• Complainants are expected to communicate respectfully. Abusive, threatening, 

vexatious or repetitive behaviour may result in restrictions on communication. 
 

3.5 Confidentiality 
a. Correspondence, statements and records relating to individual complaints will be 

kept confidential except where: 
i. The Secretary of State requests access; 
ii. A body conducting an inspection under section 109 of the Education and 

Skills Act 2008 requests access; 
iii. Disclosure is required by law; or 
iv. Disclosure is otherwise necessary in order to fulfil the Academy’s legal 

obligations 
b. Complaint records will be retained securely confidentially in accordance with data 

protection legislation. 
 

4. Stage 0 – Informal Resolution 
a. Concerns should normally be raised with the relevant member of staff in the first 

instance. 
b. Where informal resolution is not appropriate, or does not resolve the matter, a formal 

complaint may be submitted. 
c. The Academy will not refuse to consider a complaint solely because it was not first 

raised informally. 
 

5. Stage 1 – Formal Complaint 
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a. A formal complaint must: 
i. Be submitted in writing 
ii. Clearly state the issue 
iii. State the desired outcome 

b. The Principal (or delegated senior leader) will: 
i. Acknowledge receipt within 5 school days 
ii. Investigate the complaint 
iii. Provide a written response within 10 school days where reasonably 

practicable 
 

6. Stage 2 – Internal Review 
a. If dissatisfied with the Stage 1 response, the complainant may request an internal 

review within 10 school days of receipt of the decision. 
b. The review will be conducted by: 

i. The Principal (if not directly involved at Stage 1), or 
ii. A senior member of staff appointed by the Principal. 

c. Governors are not involved at this stage. 
d. The reviewer will: 

i. Reconsider the complaint 
ii. Review the process and outcome 
iii. Issue a written response 

 
7. Stage 3 – Complaints Panel Hearing 

a. If dissatisfied with the Stage 2 outcome, the complainant may request a panel 
hearing within 10 school days of receiving the Stage 2 response. 

b. Letters should be addressed to:  
Mrs Gurjit Shergill 
Chair of Governors 
c/o Brampton Manor Academy 
Roman Road, East Ham, London, E6 3SQ 
 
Or by email to: cog@bramptonmanor.org (marked for the attention of Mrs. Gurjit 
Kaur Shergill) 

 
7.1 Panel Composition 

a. The panel will consist of: 
i. Two governors who have had no prior involvement in the matter 
ii. One independent member not connected with the Trust 

b. This complies with Part 7 of the Independent School Standards Regulations 2014 
c. Panel members will have had no prior involvement in the matters complained of and 

will act impartially throughout the process. 
 

7.2 Hearing Procedure 
The panel will: 

a. Circulate documentation in advance 
b. Allow both parties reasonable opportunity to attend the hearing and present their 

case 
c. Permit the complainant to be accompanied to the hearing by a friend, relative, 

advocate or interpreter 
d. Permit questioning through the Chair 
e. Conduct proceedings fairly and proportionately 

 
7.3 Decision 

a. The panel will: 
i. Decide whether to uphold the complaint in whole or in part 

mailto:cog@bramptonmanor.org
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ii. Consider whether earlier stages were conducted properly 
iii. Make findings and recommendations where appropriate 
iv. Issue written findings and any recommendations within 5 school days of the 

hearing 
b. A copy of the findings and recommendations will be provided to: 

i. The complainant 
ii. Where relevant, the person complained about 
iii. The Trust Board and Principal 

c. A copy of the findings and recommendations will be retained by the Academy and 
made available for inspection by the proprietor and Principal upon request. 

d. The panel decision is final within the Academy’s internal procedure. 
 

8. Serial or Unreasonable Complaints 
a. The Academy may refuse to consider complaints which are repetitive, frivolous, 

malicious or vexatious. 
b. The Academy will write to the complainant explaining its position where this applies. 

 
9. Record Keeping 

a. The Academy will maintain written records of: 
i. All complaints received 
ii. The stage at which they were resolved 
iii. Actions taken 

b. Records will be retained securely. 
 

10. Referral to the Department for Education 
a. If a complainant believes the Academy has not followed its complaints procedure 

properly, they may refer the matter to the Department for Education via its online 
complaints form. 

b. The DfE does not re-investigate complaints but considers whether the Academy has 
complied with its statutory obligations. 

c. Please note that the DfE will not normally consider complaints received more than 12 
months after a decision or the academy’s last action. 

d. The DfE can also accept hard-copy documents sent to: 
Department for Education 
School complaints compliance unit 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 

 
11. Monitoring and Review 

• This procedure will be reviewed annually by the Trust Board. 
 
 
  

https://form.education.gov.uk/service/Contact_the_Department_for_Education
https://form.education.gov.uk/service/Contact_the_Department_for_Education
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COMPLAINTS FORM 

Please complete this form and return it to the school office. You will receive an 
acknowledgement of its receipt and information about the next stage in the procedure. 
 
Your Name: 
Relationship with the school (e.g., parent of a pupil on roll): 
Pupil’s name (if relevant to your complaint): 
Your Address: 
 
Telephone number: 
Please give concise details of your complaint, [including dates, names of witnesses etc…], 
to allow the matter to be fully investigated. You may continue on separate paper and if so, 
attach to this form. 
 
 
 
 
 
 
 
 
 
 
 
 
 
What action, if any have you already taken to try and resolve the matter (i.e. who have you 
written to and/or written to and what was the outcome?) 
 
 
 
 
 
 
 
What actions do you feel might resolve the problem at this stage? 
 
 
 
 
Your signature:                                                                                 Date: 
FOR OFFICE USE ONLY 
 
Complaint received by: --------------------------Date: ------------------- Acknowledgement sent: ----
---------- 
 
Complaint referred to: ---------------------------- Date: ----------------------------------  
 
 

Please return this form by email to: info@bramptonmanor.org  

mailto:info@bramptonmanor.org
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