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1. Introduction 
 

Scholars’ Education Trust (SET) is committed to providing the very best education and 
school experience to students across all our schools.  We welcome any feedback as an 
important part of continuous improvement and accept that this will not always be positive. 
  
When concerns and/or complaints are raised, they will be dealt with promptly through a fair, 
transparent and impartial process. 
 
The following policy explains how to raise a concern or make a complaint and sets out the 
process by which SET will seek to resolve the matter as expeditiously as possible.  
References to SET should be taken to be the Scholars’ Education Trust and/or any of the 
schools within it as appropriate. 
 
2. Legislation and guidance 
 
This document meets the requirements set out in part 7 of the schedule to The Education 
(Independent School Standards) Regulations 2014, which provides that there must be a 
written procedure to deal with complaints from parents of pupils at the school. 
 
It is also based on guidance published by the Education and Skills Funding Agency (ESFA) 
and good practice guidance from the Department for Education (DfE). 
 
This policy complies with the SET funding agreement and articles of association.  It also 
complies with the duties set out in the Early Years Foundation Stage statutory framework in 
relation to complaints. 
 
3. Definitions and scope 
 

3.1. Definitions 
 

The DfE guidance sets out the difference between a concern and a complaint: 
 

• A concern is defined as “an expression of worry or doubt over an issue 
considered to be important for which reassurances are sought” 

https://www.legislation.gov.uk/uksi/2014/3283/schedule/made
https://www.legislation.gov.uk/uksi/2014/3283/schedule/made
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• A complaint is defined as “an expression of dissatisfaction however made, about 
actions taken or a lack of action” 

 
3.2. Scope 
 
SET endeavours to resolve complaints and concerns as informally and expeditiously as 
possible. 
 
There are some categories of complaint for which particular processes apply.  They are 
as follows: 
 

• Admissions 

• Statutory assessments of special education needs (SEN) 

• Safeguarding matters 

• Exclusion 

• Whistleblowing 

• Staff grievances 

• Staff discipline 
 

There is a particular policy in force in relation to each of those to which reference should 
be made as appropriate. 
 
Arrangements for handling complaints from parents of children with special educational 
needs (SEN) about the support provided to them by SET are within the scope of this 
policy.  If your complaint is about the way the School has been delivering the provision 
set out in Section F of your child’s Education, Health and Care Plan (EHCP), you may 
complain further to the Local Authority that maintains your child’s EHCP. 

 
If the EHCP is maintained by Hertfordshire County Council, you may complain further by 
setting out the detail of your complaint and sending it to: 

 
Customer Service Team – Complaints 
Postal Point: CHO118 
Resources Department 
County Hall 
Hertford  
SG13 8DF 
Email: cs.complaints@hertfordshire.gov.uk 

 
Once in receipt of your complaint, the Complaints Manager for Children’s Services will 
ensure that the Local Authority completes a Section F Provision Checklist.  This process 
entails a Provision Checklist being drawn up directly from Section F of the EHCP.  A 
Senior SEND Officer will then visit the School in order to work through the checklist point 
by point and complete it.  The Senior SEND Officer will seek the comments of the 
Headteacher, Senior Leadership Team, SENCo and Governors as appropriate, as well 
as any other information or advice that they deem necessary. 

 
Once the Provision Checklist has been completed, the Local Authority will notify the 
complainant of the outcome in writing, enclosing a copy of the checklist.  A copy of the 
outcome letter and Checklist will also be sent to the School for its information and record 
keeping.  This process will take up to 25 working days (of the Local Authority) to 
conclude. 

 
Complainants who remain dissatisfied following further investigation of their Special 
Educational Needs provision complaint by the Local Authority may complain to the 

mailto:cs.complaints@hertfordshire.gov.uk
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Secretary of State who may decide to conduct an additional investigation.  The contact 
details for the Secretary of State are set out below. 
 
Complaints about services provided by other providers who use school premises or 
facilities should be directed to the provider concerned. 

 
4. Raising concerns 
 
Most concerns can be dealt informally.  Concerns can be raised by phone, email or in person 
with the most appropriate member of staff. That will be the member of staff with the best 
understanding of the situation and who is therefore best placed to answer your queries.  As a 
guide:  
 

• A concern regarding homework allocation for a particular subject could be raised with 
the subject teacher.  
 

• A concern about a child’s friendship with another child in class could be raised with 
the class or form teacher.  

 

• A concern about a member of staff could be raised with the Head of Department or 
Headteacher  

 
Wherever possible, informal concerns will be responded to quickly and resolved 
amicably. Ideally, there will be a response within three school days of the matter being 
raised.  Alternatively, a meeting may be arranged with you to discuss the issue. However, 
where a matter is raised with classroom-based staff please be mindful of other pressures 
on their time and reasonable in your expectation of response times. That applies 
particularly to concerns received by email. 
 
If you are not satisfied with the response given, you may escalate the concern and/ or 
make a formal complaint in accordance with section 6 of this policy.   
 

5. Complaints that result in staff capability and disciplinary  
 

This section applies where, at any stage, it is necessary to undertake staff disciplinary or 
capability proceedings as the result of a concern or complaint.  The details of those 
disciplinary or capability procedures will remain confidential to the member of staff, the 
appropriate line manager, and any relevant member(s) of the SET Central team directly 
involved in the proceedings. The person who raised the concern or complaint will be notified 
that the matter is being addressed but are not entitled to be informed about, or participate in, 
the relevant proceedings.  
 
6. Procedure and Timeframes  
 
This section sets out timeframes within which SET will endeavour to deal with complaints 
and concerns. However, in complex cases more time may be needed to conduct a full and 
fair investigation or convene a panel of governors/trustees. In this instance, extended 
timescales will be confirmed at the earliest possible opportunity.  
 
If at any point SET cannot meet the timescales we have set out in this policy, we will: 
 

• Set new time limits in consultation with the person who raised the concern or 
complaint 

• Communicate the new timeframe and explain the reason for any delay. 
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Please raise concerns and/or make complaints within a reasonable time. SET reserves the 
right not to investigate complaints that have been made more than three months after the 
events that gave rise to the complaint took place unless there are exceptional circumstances.  
Examples of exceptional circumstances might include where new evidence has come to light, 
where the complaint relates to a particularly serious matter or where there is a good reason 
why the matter could not have been raised sooner. The Headteacher (or Governance Lead 
where the complaint relates to SET itself) will decide whether to invoke the complaints 
procedure in this instance and will inform the Chief Executive Officer of the decision.  When 
making that decision, we will consider whether the complaint can still be investigated in a fair 
and proper manner. 
 
When complaints are made out of term time, we will consider them to have been received on 
the first school day after the holiday period. 
 
The following table sets out indicative timescales for dealing with complaints and concerns.  
A flowchart is included at the end of the policy. 
 

Initial Concerns • Concern raised informally with relevant 
staff by email, phone or in person 

• Quick response and resolution (usually 
within three school days or at a meeting 
scheduled to discuss the matter 

Response Timeframe 

Stage 1 • Concern escalated to Headteacher or SET 
Governance Lead for stage 1 investigation 
by them or a nominated person 

• Where the person raising the matter is 
dissatisfied with outcome, they should 
submit a formal complaint for progression 
to stage 2 

10 school days 

Stage 2 • Complaint escalated to SET Governance 
Lead or CEO where the SET Governance 
lead investigated the complaint at stage 1, 
for formal review / investigation by them or 
a nominated person 

• Where complainant dissatisfied with 
outcome, they should submit a written 
appeal to Complaint Panel 

20 school days 

Stage 3 • Complaint Panel will review stage 1 and 
stage 2 investigation and make final 
decision to uphold/reject all or part of 
complaint 

• After this stage, the matter must be taken 
up with the ESFA. 

30 school days 

 
 

7. Roles and responsibilities 
 
7.1 Key principles  
 
When investigating a concern or complaint, SET will always seek to identify: 

 

• What has happened, 

• Who was involved, 

• What the complainant feels would put matters rights. 
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7.1. The complainant 
 

The complainant means the person raising the complaint or concern.  The complainant 
should follow this policy to ensure that the process is fair, transparent and expeditious.  A 
failure to do so may make it difficult or impossible to proceed in an effective manner. 
 
The complainant should also, 
 

• Co-operate with the school throughout the process and respond to any 
communications promptly, 

• Ask for assistance as needed, 

• Treat all those involved with respect, 

• Not publish details about the complaint on social media or elsewhere 
 

7.2. Investigator 
 

An Investigator is an individual with appropriate training who is appointed to consider the 
complaint and establish the facts.  They will: 
 

• Interview all relevant parties, keeping and retaining relevant notes, 

• Consider the appropriate records and any written evidence and keep them 
securely, 

• Prepare a comprehensive report to the relevant Headteacher, SET Governance 
Lead or Complaints Panel which sets out the facts and recommends potential 
solutions. 
 

7.3. Reviewer 
 

A Reviewer is an individual with appropriate training who may be appointed at Stage 2 to 
consider the complaint and establish the facts.  They have the same responsibilities as 
an Investigator. 

 
7.4. Clerk to the Complaint Panel 

 
The Clerk to the Complaint Panel will be identified when the matter proceeds to Stage 3.   
 
The Clerk will: 
 

• Act as the contact point for the complainant and the Complaints Panel,  

• Arrange a hearing before the Complaints Panel, 

• Circulate the relevant papers in advance of the hearing, 

• Record and circulate the minutes and outcome of the hearing, 

• The clerk appointed will normally be the clerk to the relevant governing body. 
 

7.5. Chair of the Complaints Panel 
 

The Chair of the Complaints Panel will: 
 

• Chair the hearing, ensuring that everyone is treated with respect throughout, 

• Ensure that all parties see the relevant material and understand the purpose of the 
hearing,  

• Ensure that all parties are given a reasonable opportunity to present their case. 
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8. Complaints about the fulfilment of early years requirements 
 
We will investigate all written complaints relating to SET’s fulfilment of the Early Years 
Foundation Stage requirements and notify all relevant parties of the outcome within 28 days 
of receiving the complaint.  The school will keep a record of the complaint (see section 10) 
and make this available to Ofsted on request. 
 
Parents and carers can notify Ofsted if they believe that the school is not meeting Early 
Years Foundation Stage requirements by calling 0300 123 4666, or by emailing 
enquiries@ofsted.gov.uk.  An online contact form is also available at 
https://www.gov.uk/government/organisations/ofsted#org-contacts.  
 
SET will notify parents and carers if we become aware that the school is to be inspected by 
Ofsted.  We will also supply a copy of the inspection report to parents and carers of children 
attending the setting on a regular basis. 
 
9. Stages of complaint  

 
Concerns and complaints will usually be handled in the order and procedure outlined below, 
from Stage 1 to Stage 3 consecutively.  However, in exceptional circumstances, we may 
decide to commence the process at Stage 2.  The first point of contact for making a 
complaint is the school’s main email address (available on the school’s website) or the 
Governance Team (admin@scholarseducationtrust.co.uk) who can forward your complaint 
onto the relevant party.  

 
Complainants are not able to change the subject of their complaint or add new, unrelated 
concerns or complaints when the process is underway. New concerns should be raised as a 
separate complaint.  

 
9.1. Stage 1 – Concern 
 
If an initial concern has been raised informally and the complainant feels the issue has 
not been addressed or if SET considers that the initial concern warrants more detailed 
investigation, a Stage 1 investigation will be conducted in accordance with the following 
process. 
 
Where the complainant wishes to instigate Stage 1, s/he must send a request to the 
main email address of the relevant school (available on the school’s website) or send 
and email to admin@scholarseducationtrust.co.uk.  

 
The complainant should set out in writing:  
 

• A summary of the complaint, 

• Who has been involved (use job titles if names are not known),  

• Anything that has already been offered to be done to resolve the matter and why this 
is not satisfactory, 

• What they consider would resolve the complaint (e.g. an explanation / apology / 
further action). 

 
Within two school days a response will be provided to acknowledge receipt of the 
complaint, confirm who the complaint has been forwarded to for further action, and the 
expected timescale for a response.  
 
The relevant Headteacher or, where the matter concerns SET itself, the SET Governance 
Lead may conduct the Stage 1 investigation themselves or nominate an Investigator to 
conduct the investigation.  

mailto:enquiries@ofsted.gov.uk
https://www.gov.uk/government/organisations/ofsted#org-contacts
mailto:admin@scholarseducationtrust.co.uk
mailto:admin@scholarseducationtrust.co.uk
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The outcome(s) of the investigation will be provided to the complainant in writing within 
ten school days of it being confirmed that an investigation will be undertaken.  

 
If the complainant is not satisfied with the outcome they may request that the matter is 
escalated to Stage 2 by submitting a formal complaint to 
admin@scholarseducationtrust.co.uk. Where possible, they should use the Formal 
Complaint Form (available at appendix B).  

 
Written records of the complaint and stage 1 investigation will be held at the school for 
twelve months from the conclusion of all proceedings either within SET or outside. 

 
9.2. Stage 2 – Formal Complaint 

 
If the complainant is not satisfied with the outcome at stage 1, they may submit a formal 
complaint to admin@scholarseducationtrust.co.uk setting out why they are not satisfied 
and what outcome(s) they seek to resolve the matter.  

 
Within two school days a response will be given to acknowledge receipt of the formal 
complaint, confirm who the complaint has been forwarded to for further action and the 
timescales for a response. 

 
The SET Governance Lead may conduct the Stage 2 formal investigation themselves or 
appoint a Reviewer to do so. The Reviewer may appoint a person to assist him or her.  

 
The Reviewer will obtain or seek to obtain, and consider, any evidence they deem 
relevant to the complaint.  This may include but is not limited to: 

 

• The formal complaint from the complainant, 

• Written records from Stage 1, 

• Any previous correspondence regarding the complaint, 

• A statement from the complainant, 

• A statement from any individual who is the subject of the complaint, 

• Any supporting evidence from either party, 

• Interview with anyone connected to the circumstances of the complaint. 
 

The Reviewer and/or his or her assistant may meet with the complainant, and/or anyone 
who is the subject of or relevant to the complaint if they consider it appropriate, but that 
will not always be required.  

 
The Reviewer will consider all the relevant circumstances.  S/he will identify the 
appropriate outcome and communicate it to all relevant parties in writing within twenty 
school days of it being confirmed that a formal investigation will be undertaken.  

 
The appropriate outcome may include:  

 

• Upholding the complaint in whole or in part and directing relevant action to resolve it, 

• Rejecting the complaint with reasons and providing the complainant with details of the 
Stage 3 process. 

 
If the complainant is not satisfied with the outcome of Stage 2, or the process adopted, 
s/he may invoke the procedure at Stage 3. 

mailto:admin@scholarseducationtrust.co.uk
mailto:admin@scholarseducationtrust.co.uk
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9.3. Stage 3 – Complaint Hearing   

 
The complainant must invoke Stage 3 within 10 school days of receiving the outcome of 
the Stage 2 process.  Late requests will only be granted in except in exceptional 
circumstances. The request should set out why the complainant remains dissatisfied 
following the Stage 2 process and what outcome is sought to resolve the matter.     

 
Requests should be sent to admin@scholarseducationtrust.co.uk. 
 
Stage 3 requires a Complaint Panel to be appointed and a Chair of the Complaint Panel 
identified.  

 
Where the complaint relates to an individual school the Complaint Panel will comprise 
two Governors from the Local Governing Body (LGB) and one person who is 
independent of the management and running of the school.  In exceptional 
circumstances a panel of up to five governors/trustees may be appointed to the panel. 
 
Where the complaint concerns SET itself, the Complaint Panel will comprise two 
members of the Trust Board and one person who is independent of SET.  The SET 
Governance Lead will ensure that the panel members are appropriately trained, have no 
conflict of interest, and have not previously been involved with the complaint.  In 
exceptional circumstances a panel of up to five governors/trustees may be appointed to 
the panel. 
 
Provided that the above requirements are met, the membership of the Complaint Panel 
is not open to challenge.   

 
The following process will be then followed:  

 

• The Clerk to the Complaint Panel will write to the complainant within five school 
days to confirm receipt of the request and provide details of further action to be 
taken, 

• The clerk will convene the Complaint Panel as above. 
 

The Complaint Panel will meet within thirty school days of the acknowledgment of the 
request to proceed to Stage 3.  
 
All relevant documentation will be circulated to panel members and attendees no later 
than five school days before the meeting. Late papers will only be circulated and 
considered at the discretion of the Chair of the Complaint Panel and in exceptional 
circumstances. 
 
In addition to the members of the Complaint Panel, the following parties will be invited to 
attend the meeting: 

 

• The complainant,  

• The person responsible for the Stage 2 process, 

• Where the complaint regards a member of staff, the staff member who is the 
subject of the complaint. 

 
The complainant may bring a companion with them to the hearing if they wish. Where 
the subject of the complaint is a member of staff, that member of staff may also bring a 
companion.  The companion must be a friend or colleague. There is no entitlement to 
legal representation unless with the consent of the Chair of the Complaints Panel, which 
must be sought no later than ten school days before the meeting.    

mailto:admin@scholarseducationtrust.co.uk
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Others may attend at the discretion of the Chair of the Complaint Panel. 
 
If the attendance of any pupil is required at the hearing, parental permission will be 
sought if they are under the age of 18.  Reasonable adjustments to the process will be 
made to accommodate pupils under the age of 18.  Those adjustments will be decided 
by the Chair of the Complaint Panel.   
 
The Chair of the Complaint Panel shall ensure that the proceedings before the 
Complaint Panel are conducted fairly and that all relevant parties have a reasonable 
opportunity to present their case.  The procedure adopted at the meeting is a matter for 
the Chair of the Complaint Panel. 
 
The Trust does not allow the audio recording of complaints hearings unless there are 
pre-agreed exceptional circumstances. 
 
Having considered all the relevant material, the Complaint Panel may, 

 

• Uphold the complaint in whole or in part and direct appropriate action be taken to 
resolve the complaint, 

• Reject the complaint in whole or in part and give reasons,   

• Recommend changes to relevant SET or school or procedures to address any 
systemic changes that have been identified by the Complaint Panel.  These 
should be sent to the relevant governing body or if appropriate the Trust Board. 

 
Decisions of a Complaint Panel shall be reached by a majority of its members. 
 
All parties who attend the hearing will be informed in writing of the outcome within five 
school days of the hearing date. A copy of the panel’s findings and recommendations 
will be provided to the complainant and, where relevant, the subject of the complaint.  
 
Stage 3 is the final stage of SET complaints process. If the complainant remains 
dissatisfied and wishes to take the complaint further, they should contact the ESFA (see 
section 13 for details).  

 
10. Reporting and Recording Complaints  

 
A written record of every formal complaint will be held centrally by SET, including at which 
stage of the process it was resolved, and any action take as a result of the complaint 
(regardless of whether the complaint was upheld or not).  
 
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.  
 
11. Complaints against the headteacher, a governor or the governing body 

 
11.1. Stage 1: informal 

 
Complaints made against the headteacher or any member of the governing body should be 
directed to the Governance Lead at admin@scholarseducationtrust.co.uk. 
  
If the complaint is about the headteacher or one member of the governing board (including 
the chair or vice-chair), the suitably skilled and impartial SET leader will carry out the steps at 
stage 1 (set out in section 6 above).  
 

mailto:admin@scholarseducationtrust.co.uk
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11.2. Stage 2: formal 
 

If the complaint is jointly about the chair and vice-chair or the entire governing body or the 
majority of the governing body it will be passed to the SET Governance Lead to carry out the 
steps in stage 2 (set out in section 6 above). They will write a formal response at the end of 
their investigation. 
 

11.3. Stage 3: review panel  
 

If the complaint is jointly about the chair and vice-chair or the entire governing body or the 
majority of the governing body it will be passed to a committee of independent governors will 
hear the complaint. They will be sourced from schools within the Trust or the Trust Board, 
and will carry out the steps at stage 3 (set out in section 6 above). 
 
 
12. Serial, Unreasonable and Duplicate Complaints  

 
12.1. Serial Complaints 

 
Where a complainant raises an issue that has already been dealt with via the complaints 
process in this policy, and the procedure has been completed, the issue will not be 
reinvestigated unless in exceptional circumstances, such as where new and relevant 
evidence has been provided.  

 
If a complainant persists in raising the same, or substantially similar, issue the SET 
Governance Lead will confirm in writing that the complaint has been dealt with fully in line 
with this policy and the case is now closed. The SET Governance Lead will also provide 
details of how to raise the issue with the ESFA if they wish to take the matter further. 

 
12.2. Unreasonable Complaints  

 
The Headteacher/CEO may decide not to investigate a complaint that they reasonably 
consider to be vexatious, or an abuse of the process. Where this decision has been 
made, they must inform the SET Governance Lead of their decision, explaining the 
nature of the complaint and their reasons for deciding not to investigate. The SET 
Governance Lead may direct the Headteacher/CEO to investigate the complaint. The 
complaints procedure will then commence.  

 
Unreasonable complaints include, but are not limited to, the following:  

 

• the complainant refuses to cooperate with this policy and/or the process it sets out, 

• the complainant changes the basis of the complaint as the process progresses, 

• the outcome sought by the complainant is manifestly unrealistic,  

• the complainant is abusing the process in a manner intended to disrupt the proper 
operation of SET and/or its schools, 

• the complainant acts in a way that is grossly offensive, abusive or discriminatory. 
 

If the complainant is dissatisfied with any decision taken under this section, s/he may 
write to the ESFA (see section 13 for contact details).  

 
12.3. ‘Frivolous’ and ‘Vexatious’ Complaints  

 
In cases where the school or Trust have taken every reasonable step to address a 
complainants’ concerns and given a clear statement of the position and/or options the 
decision may be taken that no further response will be made to the complainant. The 
Headteacher will make a recommendation to the SGL providing full reasonings. The SGL 
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who will either confirm the Headteacher’s recommendation and inform the complainant or 
direct that the complaint be addressed using the process set out above.  
 
The characteristics of a 'frivolous' or 'vexatious' complaint are:  
 

• complaints which are obsessive, persistent, harassing, prolific, repetitious  

• insistence upon pursuing unmeritorious complaints and/or unrealistic outcomes  

• insistence upon pursuing meritorious complaints in an unreasonable manner  

• complaints which are designed to cause disruption or annoyance  
 

12.4. Duplicate Complaints 
 
When a complaint has been through the full complaints process and is closed, any 
subsequent complaint received from a spouse, partner, grandparent or child (where the child 
is a subject in the complaint) about the same subject matter will be deemed a duplicate 
complaint.  
 
In this instance, the complainant will be informed that the matter has already been 
considered and the full complaint process completed. SET Schools will therefore not re- 
investigate the matter. The complainant will be advised to contact the ESFA if they are 
unhappy with SET Schools’ handling of the original complaint.  
 
13. Contact Details 

  
13.1. Initial concerns and stage 1 complaints should be submitted to the school’s 

main email address (available on the school’s website). Stage 1 complaints 
can also be submitted to the Governance Team 
(admin@scholarseducationtrust.co.uk) who will forward your concern to the 
relevant person.  
 

13.2. Queries about the complaints process and stage 2/formal complaints should 
be sent to admin@scholarseducationtrust.co.uk.  

  
13.3. Complaints about Governors, Directors and Trustees should be sent to 

admin@scholarseducationtrust.co.uk, addressed to the SET Governance 
Lead.  

 
13.4. If the complainant feels that SET Schools has acted unreasonably in the 

handling of a complaint, they can complain to the ESFA after the complaints 
process has been fully completed. Please note that ‘unreasonable’ is used in 
a legal sense and means acting in a way that no reasonable school or 
authority would act in the same circumstances.  

 
The complainant can refer their complaint to the ESFA online at: 

www.education.gov.uk/contactus, by telephone on: 0370 000 2288 or by 

writing to: 

  Academy Complaints and Customer Insight Unit 

  Education and Skills Funding Agency  

  Cheylesmore House 

  5 Quinton Road 

  Coventry 

  CV1 2WT 

 

 

mailto:admin@scholarseducationtrust.co.uk
mailto:admin@scholarseducationtrust.co.uk
mailto:admin@scholarseducationtrust.co.uk
http://www.education.gov.uk/contactus
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Relevant Legislation and Guidance  
 

The Equality Act 2010  
The Data Protection Act 2018 Part 4 Education  
The Education (Independent School Standards) Regulations 2014  
The Department for Education: Best Practice Guidance for school complaints procedures 
2020 
 
14. Learning lessons 
 
The Trust Board and SET Governance Lead will review any underlying issues raised by 
complaints with the Head, where appropriate, and respecting confidentiality, to determine 
whether there are any improvements that the school can make to its procedures or practice 
to help prevent similar events in the future. 
 
15. Monitoring arrangements 

 
The Trust Board and SET Governance Lead will monitor the effectiveness of the complaints 
procedure in ensuring that complaints are handled properly. The Trust Board and SET 
Governance Lead will track the number and nature of complaints, and review underlying 
issues as stated in section 11. 
 
The complaints records are logged and managed by the SET Governance Lead.  This policy 
will be reviewing by Local Governing Bodies and the Trust Board every 4 years. 
 
At each review, the policy will be approved by The Trust Board. 
 
16. Links with other policies 

 
Policies dealing with other forms of complaints include: 
 

Child protection and safeguarding policy and procedures 
Admissions policy 
Exclusions policy (Behaviour Management) 
Staff grievance procedures 
Staff disciplinary procedures 
SEN policy and information report 
Privacy notices 

 
 
 Equalities impact assessment considered 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/315587/Equality_Act_Advice_Final.pdf
https://www.legislation.gov.uk/ukpga/2018/12/schedule/3/part/4/enacted?view=plain
https://www.legislation.gov.uk/uksi/2014/3283/schedule/made
https://www.gov.uk/government/publications/school-complaints-procedures/best-practice-advice-for-school-complaints-procedures-2019
https://www.gov.uk/government/publications/school-complaints-procedures/best-practice-advice-for-school-complaints-procedures-2019
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Appendix A            
SET Complaints Policy 

FLOWCHART 
Concern / 
complaint 

raised 
 
 
 

 
 
 

 
 
 
 

 
 
 

 
 
 
 
 
 
 

 
 
 

 
 
 
 
 
 

 
 
 
 

 
 
 
 
 
 
 
 

 
 
 
 

 

CONCERN 
A concern is defined as “an 
expression of worry or doubt over an 
issue considered to be important for 
which reassurances are sought. 

COMPLAINT 
A complaint is defined as “an 
expression of dissatisfaction 
however made, about actions taken 
or a lack of action 

Contact the school, response within  
3 school days 

Resolved  
Matter closed. 

STAGE 1 - informal 
Contact Head or SET Governance 
Lead 
Complaint to be investigated. 
Written response within 10 school 
days 

Not Resolved  
Complaint to submit in writing a 
summary of the complaint, who has 
been involved, anything that already 
been done to resolve the matter and 
why that is not satisfactory and what 
is needed to resolve the complaint 

Resolved  
Matter closed 

Not Resolved - Submit formal 
complaint for progression to 

Stage 2 
See appendix A of the complaints 

policy 

 
STAGE 2 – formal 

SET Governance Lead to review / 
investigate complaint and / or 
appoint reviewer 
Written response within 20 school 
days 

Resolved  
Matter closed 

Not Resolved - To submit written 
request for appeal to Complaint 

Panel within 10 school days of 
receiving the Stage 2 decision 

 
STAGE 3 – formal 

Complaint Panel to review Stage 1 
and Stage 2 of investigation and 
make final decision to uphold / reject 
all or part of the complaint 
Panel to meet within 30 school days 
Outcome advised within 5 school 
days. 

Resolved  
Matter closed 

Not Resolved - Complainant to 
contact ESFA (contact details to be 

provided) 
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Appendix B 

Scholars’ Education Trust Formal Complaint Form 
Please complete and return to the Head at the school email address or to the SET 
Governance lead on admin@scholarseducationtrust.co.uk.  This form will be acknowledged, 
together with an explanation of what action will be taken.  Please complete all sections. 
 

Your name: 

Pupil’s name (if relevant): 
 

Your relationship to the pupil (if relevant): 
 

Address:  

Postcode: 
Day time telephone number: 
Evening telephone number: 

Please give a summary of the details of your complaint, including who has been 
involved, anything that has been offered to be done to resolve the matter and why this 
is not satisfactory: 
 

mailto:admin@scholarseducationtrust.co.uk
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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: 
 

Date:  
 

 
 


