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Complaints Procedure 

1. Guidance on how to deal with your concerns — Please tell us about it At The 

John Curwen Co-operative Academy we firmly believe in a circle of communication, between parents, children, 

and the Academy. Without this children's need are not best met. With over 300 children in the academy all 

kinds of queries arise on a daily basis. We have prepared this guidance document to help you know who to 

contact. 

2. If you have a concern or complaint 

We would like you to tell us about it. We welcome suggestions for improving our work and want to know if you 

have any concerns. If you have a concern, please let us know as soon as possible. It is difficult for us to properly 

investigate an incident which happened some time ago. 

Concerns should initially be for the attention of the class teacher, as generally, they are the staff member who can 

resolve or answer questions concerning your child. Most of this can be done at the start or end of the academy 

day. We also have support staff who are available. Mrs Willett, our Pastoral Manager, is a good point of contact 

particularly if your concerns are about your child's emotional wellbeing. 

Staff at the Academy will make every effort to acknowledge your email, call or letter to the office within 5 working 

days. Due to the complex nature of some issues it is not always possible to resolve matters within this time 

frame, but staff will at the very least acknowledge your concern and indicate who is dealing with the matter. 

When telephoning, please be aware that most staff will be teaching and that on many occasions you will be asked 

to leave a message. If the matter is urgent then you can ask the office staff to find you a senior member of staff who 

will may be able to help you but, with the exception of the Headteacher, senior leaders are also class teachers 

and may not be immediately available. 

If you are not sure of the name of the person you want to speak to, the office staff can tell you who you need to 

contact. 

PLEASE NOTE It is not always possible to come into the Academy without a prior appointment and expect to see a 

member of staff. To avoid disappointment, please book an appointment via the office staff. 

3. Concern or Complaint? 

If a concern is raised and not dealt with, it becomes a complaint. If you are still concerned after speaking to the 

class teacher/support staff this should be raised with the leader of the phase your child is in. Complaints of a 

serious nature should be made to the Headteacher, or if the complaint refers to the Headteacher, or to the 

designated member of the Local Governing Body via the academy office. 

Please, raise your concerns before they become complaints 

In some circumstances it is necessary for a member of staff to pass an issue to another member of staff. This does 

not mean that the academy is taking your concern any less seriously. Through delegation we are trying to ensure 

that your concern is dealt with as quickly as possible and by the right person. 
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4. What can you do to help? 
 Keep us up to date with contact numbers such as work, home, mobile and email are all useful in helping us 

to contact you more efficiently. 

 When contacting us by telephone, please be aware that most staff will be teaching and that on many 

occasions you will be asked to leave a message. If the matter is urgent then you can ask the office staff to 

find you a senior member of staff who will be able to help you. 

 Know who to contact. 

Your child's teacher  

Member of the support staff  

Pastoral Manager  

(concern) 

I  

Leader of the phase your child is in  

(concern) 

I 

Assistant or Deputy Headteacher 

(complaint) 

i  

Headteacher  

(complaint) 

I 

Chair of Local Governing Body  

(formal complaint) 

The Class Teacher 
We place great emphasis on the first point of contact being the class teacher. It is the class teacher who  

has the most regular contact with your child and is best placed to answer the majority of your concerns. 

If you have a query or a concern please contact the class teacher first. 
The class teacher will then have 5 working days to resolve or respond to your concern.  

If the class teacher is unable to resolve the situation they will seek assistance of the Leader of the Phase your child 

is in. 

Phase Leader 
If you are unhappy with the response of the class teacher you should then speak to Leader of the Phase your child 

is in. You would be advised to do this if you are unhappy with the response of the class teacher, the class 

teacher is unavailable due to illness, the matter concerns the class teacher, or the matter directly relates to work 

undertaken by the Leader of the Phase your child is in, e.g. a letter sent by them. 

The Phase Leader will then have 5 working days to resolve or respond to your concern. 

If the Phase Leader is unable to resolve the situation they will seek assistance from the Assistant or Deputy 

Headteacher.
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Assistant Headteacher 
In some cases you may wish to speak to the Assistant Headteacher: maybe because you are unhappy with the 

response from the Phase Leader, the Phase Leader is absent, or the matter directly concerns their work. The 

Assistant Headteacher may have expertise in the areas that you are concerned about and so they may be the best 

placed person to talk to. If the concern is over the class teaching element of the Assistant Headteacher’s duties 

they may be best placed to help.  

   The Assistant Headteacher will then have 5 working days to resolve or respond to your concern. 

Deputy Headteacher 
In some cases you may wish to speak to the Deputy Headteacher: maybe because you are unhappy with the 

response from the Phase Leader, the Phase Leader is absent, or the matter directly concerns their work. We 

would consider calls that go straight through to the Deputy Headteacher would be of a very serious nature. 

The Deputy Headteacher will then have 5 working days to resolve or respond to your concern. 

The Headteacher 

If you have a complaint which you feel should be looked at by the Headteacher in the first instance you can contact 

the Headteacher via the office staff straight away. It is usually best to discuss such problems face to face, and for this 

you will need an appointment. This can be done by telephoning and asking to speak to the Headteacher, to whom 

you may speak in confidence. It is always useful if the Headteacher is made aware of the nature of the complaint 

before the meeting as it would enable some initial investigations on your behalf. 

The Headteacher will then have 5 working days to resolve or respond to your concern. 

Formal Complaints 

We will do all that we can to resolve matters straight away but if you are not entirely satisfied with the response or 

with the Headteacher's actions (if the Headteacher has already been involved) you can make a formal 

complaint to the Chair of the Local Governing Body. This should be made in writing to, or emailing, the 

academy office for the attention of the Chair of the Local Governing Body. This Governor can be contacted in 

confidence via the Academy address. 

The Headteacher (or Chair of Governors) will contact you to discuss the problem. Usually you will be invited to a 

meeting. You may wish to bring a friend or someone else with you. The Headteacher (or Chair of Governors) will 

then carry out an investigation of the complaint. You will receive a written response to your complaint. 

If you are not satisfied with the response to your complaint you may request a hearing before a panel appointed by 

or on behalf of the Board of Trustees and consisting of at least three people who were not directly involved in the 

matters detailed in the complaint of whom at least one person will be independent of the management and running of 

the school. You will be given reasonable notice of the time and date of the panel hearing. You may attend the 

hearing and be accompanied if you wish. 

The findings and recommendations of the Panel will be made available following their meeting. If you are not satisfied 

with the response to your complaint you may contact the Education & Skills Funding Agency (ESFA). Details can be 

found on the schools complaints form which is available from the academy. 

The EFSA will consider complaints under 3 areas: 

1. Where there is undue delay or the academy did not comply with its own complaints procedure when 

considering a complaint; 

2. Where the academy is in breach of its funding agreement with the Secretary of State; or 
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3. Where the academy has failed to comply with any other legal obligation. 

The EFSA will not overturn an academy's decision about a complaint. However, if they find an academy did not 

deal with a complaint properly they will request the complaint is looked at again. 

 
 
Management of a complaint 
 
Once a written concern or complaint has been received by the school - 

 It will be responded to by the school within five working days, this is true of all of the above stages. 

 In the case of an informal concern this will usually be dealt with by means of a conversation to 
resolve the issue.  

 At every stage if the complainant is not satisfied with the process followed or wishes to appeal they 
will then have 15 working days to escalate the complaint to higher level.  

 For more formal complaints school will make contact with the person raising the complaint and will 
usually meet to find further information prior to an investigation.  

 The complaint will be investigated usually by the Headteacher and the findings of this investigation 
will be fed back to the person raising the complaint, either in person or in writing, within a further 
five working days, feedback may also be provided to the person being complained about, where 
relevant. 

 If the complainant is not satisfied with the investigation and process followed by the Headteacher 
the complaint can then be escalated to the Chair of Governors. 

 The process and evidence will then be reinvestigated by the Chair of Governors and a written 
response will be produced within five working days.  

 Following the above process if the complainant remains unhappy with the process and the 
responses made by the school, then they can appeal the decision and process, by writing, stating 
the reasons for the appeal. This appeal will be held within 15 working days of the notification and  

 An appeal committee hearing will then be held within 15 working days, chaired by someone who 
has not already been involved in the investigation or process up until this point and involving a 
governor from a different school. The complainant will receive notice of at least 5 working days for 
this meeting. A written response will be sent to the complainant, stating the findings and what if any 
changes will be brought about as a result of the hearing.  

 Even if a complaint is not upheld at any point then changes to school policy and practice may be 
made. These will be communicated to the complainant.  

 A record of all complaints received by the school will be retained, confidentially by the Headteacher 
and whether they were resolved with or without the need for a committee. These are available for 
inspection on the school premises.  

 In order to ensure that the complaint can be fully investigated we would expect the complaint 
should be raised as close as possible to the time when the incident occurred. The longer the delay 
between the incident and the complaint the less likely it is that children will remember all of the 
details. For this reason complaints should be made within 12 months of an incident.  

 Correspondence, statements and records relating to individual complaints are to 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. 

 

Complaints which are subject to statutory procedures 

Some areas of complaint are subject to statutory procedures and there is clear guidance on how such 

issues should be dealt with. These include; 

 Admissions 

 Child protection 
 Drugs 
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Appendix B 

 Equal opportunities 

 Exclusions 

 Health and safety 
 National curriculum 

 Religious education and collective worship 
 Sex education 

 Special educational needs 
 Staff capability 

 Staff discipline 

 Staff grievance 

 Racist incidents 

The Headteacher will in most cases determine which if any of these statutory procedures apply. 

Policy for Unreasonable Complainants 

Our trust is committed to dealing with all complaints fairly and impartially, and to provide a high quality 

service to those who complain. We will not normally limit the contact complainants have with the school. 

However, we do not expect our staff to tolerate unacceptable behaviour and will take action to protect staff 

from that behaviour, including that which is abusive, offensive or threatening. 

Our trust defines unreasonable complainants as 'those who, because of the frequency or nature of their 

contacts with the school, hinder our consideration of their or other people's complaints'.  

A complaint may be regarded as unreasonable when the person making the complaint:- 

 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 complaints investigation process while still wishing their complaint to 

be resolved 

 refuses to accept that certain issues are not within the scope of a complaints procedure 

 insists on the complaint being dealt with in ways which are incompatible with the adopted 

complaints procedure or with good practice 

 introduces trivial or irrelevant information which the complainant expects to be taken into 

account and commented on, or 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 
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 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 school's complaint 

procedure has been fully and properly implemented and completed including referral to the EFSA 

 seeks an unrealistic outcome 

 makes excessive demands on school time by frequent, lengthy, complicated and stressful contact with,staff 

regarding the complaint in person, in writing, by email and by telephone while the complaint is being 

dealt with. 

A complaint may also be considered unreasonable if the person making the complaint does so either 

face-to-face, by telephone or in writing or electronically: 

 maliciously  

 aggressively 

 using threats, intimidation or violence 

 using abusive, offensive or discriminatory language 

 knowing it to be false 

 using falsified information 

 publishing unacceptable information in a variety of media such as in social media, websites and 

newspapers 

Complainants should limit the numbers of communications with a school while a 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 Headteacher or Chair of Governors will discuss any concerns with the complainant 

informally before applying an 'unreasonable' marking. 

If the behaviour continues the Headteacher or Chair of Governors will write to the complainant explaining that 

their behaviour is unreasonable and asking them to change it. For complainants who excessively contact an 

academy or trust causing a significant level of disruption, we may specify methods of communication and limit the 

number of contacts in a communication plan. This will usually be reviewed after 6 months. 

In response to any serious incident of aggression or violence, the concerns and actions taken will be put in writing 

immediately and the police informed. This may include banning an individual from the trust's premises. 

Barring from the School Premises 

Although fulfilling a public function, schools are private places. The public has no automatic right of entry. Schools will 

therefore act to ensure they remain a safe place for pupils, staff and other members of their community. If a parent's 

behaviour is a cause for concern, a school can ask him/her to leave school premises. In serious cases, the 

Headteacher or trust can notify them in writing that their implied licence to be on school premises has been 

temporarily revoked subject to any representations that the parent may wish to make. Our trust will always give 

the parent the opportunity to formally express their views on the decision to bar in writing. The decision to bar 

should then be reviewed, taking into account any representations made by the parent and either confirmed or 

lifted. If the decision is confirmed the parent should be notified in writing, explaining how long the bar will be in 

place. 
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John Curwen Co-operative Academy Complaints Form please read Complaints Policy before completing 
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Your Contact Information Name 

Address 

Postcode 

Daytime telephone number 

Evening telephone number 

If applicable, name and class of child(ren) 

Your relationship to the school, e.g. parent, carer, neighbour, member of the public, student 

Please give details of your complaint (continue on another sheet if necessary) 
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What action, if any, have you already taken to try and resolve your concern? Who did 

you speak to? When and what was the response? 

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

Signature 

Date 

Official Use: 

Date of acknowledgment 

By whom 

Complaint referred to 

Date 

 


