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1. Policy statementand principles

1.1 We arecommitted to dealing effectively with any concerns or complaintyou may have about the
provision of facilities and / or the services we offer. This policy relates to complaints about Ormiston
Academies Trust and any of its academies.

1.2 We need to know as soonas possibleifthereis anycausefor dissatisfaction. Weaimto clarifyany
issues aboutwhichyou arenot sureand if possible, we will putrightany mistakes we may have made.
We alsoaimto learn from our mistakes and use the information we gainto improve our services.
Should you become unhappy with OAT and/or an OAT academy we will try to address your concerns
quickly and effectively. We will also try to find resolutions thatarereasonableand acceptableto
everyone concerned at the earliestpossiblestage.

13 To this end, we will focus onresolutionateach stage to prevent escalation wherever possible. This
may involve encouraging mediation or informal resolution techniques (for example, facilitated
meetings or neutral third-party discussions) before moving to formal stages. By doingthis we hope to
not justreduce overall complaints butalso foster a collaborative culture.

14 All concerns and complaints willbedealt with ina positivemanner and taken seriously, noindividual
will be penalised or treated unfairly because of making a complaint. Through this policy, we aimto put
rightany matter which may have gone wrong and to review systems and procedures in the lightof the
relevant circumstances.

1.5 We will makereasonableadjustments for people with disabilities in accordance with the Equality Act
2010 andthe Equality Policy.

1.6 This policyis consistentwith all other policies adopted by OAT andits academies andis written inline
with current legislation and guidance.

2. Complaintswe may not/will not consider

2.1 We may not consider complaints in the followingcircumstances:

= We receive the complaint more than three months after the incidentoccurred, or for ongoing issues
more than six months from the lastinstance causingcomplaint

= We receive unreasonableor persistentcomplaints (pleaseseesection 10 below for further
information)

= Matters that arethe subject of legal action

2.2 We will notconsider complaints in thefollowingcircumstances:

= Where the complainthas been made previouslyto us about the sameor similarissuewhich has been
fullyinvestigated and / or resolved under this policy

. Anonymous complaints

= Complaints made by a third party on behalf of another person without prior authority

Complaints policy 4
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= Ifthe complaintis abouta third-party provider of a servicethatis organised or facilitated by us —
complaints of this nature should be directed to the service provider

= Matters relating to exclusions and admissionsthathave their own processes.Complaints aboutthe
LGB should be directed to the Governance team.

2.3 If we decide that we are unableto consider your complaint, we will write to you withinthree academy

weeks followingthe receipt of your complaintand explain why. Insome circumstances, we may decide
that your concern(s) should be considered usinganother policy or procedure.

3. Monitoringand review

3.1 This policy will bereviewed every two years or in the following circumstances:

= Changes inlegislationand/or government guidance

= As aresultof anyother significantchangeor event

= Inthe event that the policyis determined not to be effective

3.2 Ifthere are urgent concerns these should be raised with the Principalinthe firstinstancefor them to

determine whether areview of the policyis requiredinadvanceof the review date.

4. Rolesand responsibilities

Principal Mrs Lisa Steedman

Contact Details Email office@hunnyhilloa.co.uk
Telephone 01983522506

Academy Business Manager Mrs Sam Hiller

Contact Details Email shillier@hunnyhilloa.co.uk
Telephone 01983522506

OAT Complaints Team

Contact Details Email complaints @ormistonacademies.co.uk
Telephone 01212365100
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5. Interpretations

5.1 The following definitions apply to the procedure outlined within this policy:

. Concerns are defined as havinga worry or doubt over an issueconsidered to be important for which
reassurances aresought.

= A complaint can be any matter about which a parent/carer is unhappy and seeks action by the
academy.

= Complainant - this term is used throughout this policy and refers to the parent/carer/legal guardian or

any other individual bringing their complaintto the attention of the academy.

= CEO — Chief Executive Officer at Ormiston Academies Trust.
= Clerk - Administrativesupportprovided to oversee the runningof a panel hearingand record minutes.
= All timescales within this policy refer to ‘academy days’ when the academy isinsession.These

therefore exclude weekends, school holidays and INSET days.

= Independent member of a panel at stage three — this individual mustbe independent of the
management and governance of the school itself and have no knowledge of the complaint. The school
may use education professionals from other schools or colleges. An independent lay person may also
be used.

= The school defines ‘unreasonable and persistent complaints’ as that which hinders our consideration
of complaints.

6. Makinga complaint

6.1 It may become obvious to a staff member that anindividualis nothappyabout the actions or services
we provide. The staff member shouldidentifythata concern is beingraised and should deal with this
inaccordancewith the relevant procedure below. Itis a precondition of the complaints procedure
that reasonableattempts should be made to resolveissues onaninformal basis(atstage one) and the
relevant senior member of staff shall havethe discretion, to be exercised reasonably, notto allowa
complaintto be pursued where this precondition has notbeen met.

6.2 Every parent complaintthat reaches stage two of the procedure must be recorded, detailingthe
actiontaken and the stage at which the complaintwas resolved. A record of this will beretained with
the complaintfilewhichincludes all of the documents relied upon when investigatingthe complaint.

6.3 The complaintfilewill be kept confidential except where the Secretary of State or a body conducting
aninspection under section 109 of the Educationand Skills Act2008 requests access to it,andin
accordance with data protection legislation. Forinformation abouthow longwe keep information for,
pleasesee OAT’s Records Retention Policy. Any requests for disclosureof any or all sections of this file
will bedealt with on a casebycasebasis andinlinewith data protection legislation.

6.4 All complaints thatreach stage two will be recorded on a complaints logwhich details the date the
complaintwas made, key complaints, what stage the complaintwent to, whether the complaintwas
resolved and any actions thatoccurred as a resultof the complaint. This is doneto spot any trends
arisingand caninformus of the need for general or targeted training.

Complaints policy 6
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Parent complaints

7.1 Parent complaints follow a three-stage process. With each stage of the complainta satisfactory
conclusion willend the complaints process and in effect closethe complaintfile, whereas an
unsatisfactory conclusion will mean that the complaintwill be escalated to the next stage of the
process until the whole process is exhausted. This procedure is not availablefor use by prospective or
pastparents — it may only be used by parents of current pupils registered at an OAT academy.

7.2 Each stage of the complaints process mustbe fully exhausted before moving onto the next stage
except invery rarecircumstances where a complaintis deemed too serious to be dealt with atStage
One.

7.3 Stage one —informal “Listen and Respond”

7.3.1 The sooner concerns areraisedthe easieritis foranappropriateresolutionto be found. In the first
instanceyou areencouraged to raiseyour concern or complaintwith the following members of staff:

Complaintregardinganother child Pleasespeakto the form tutor/class teacher/head
of year
Complaintregardinga school policyor Pleasespeakto the head of year/subjectleader
procedure
Complaintregardinga member of staff Pleasespeakto the principal orviceprincipal who
may delegate this to a member of SLT
Complaintregardinga member of the local Pleaseemail the clerkto the LGB who will directyou
governing board (LGB) to the relevant policy
Complaintregardingthe trust Pleasecontact
complaints @ormistonacademies.co.uk

7.3.2  Ifparents have a complaint, they should normally contacttheir child’s formtutor, head of year or class
teacher in the firstinstance.|fthe member of staff cannot resolvethe matter alone, or a complaintis
made inwriting or by telephone to another member of staff, the complaintwill beforwarded to the
academy contactlisted above, who will askthe appropriate person (for example, the head of year or
deputy/assistanthead)to handle the complaint. It may be necessary for the academy to request thata
complaintform be completed to aid the understanding of the complaint. The academy will aimto
resolvethe complaintwithinten academy days.

7.3.3  Where appropriate,a governor may be asked to contactthe complainanttoachievea resolution. This
should only be actioned where agreed with the Education Director.

7.3.4  Any documents relied upon for this stage of the complaint, includingany complaintformand written

Complaints policy

responsewill be retained on the complaintfile. If the complaintis closed atthis stage, the complaint
logwill be updated. Ifthe academy is unableto resolvethe complaintat the informal stage, then
parents can escalatethe complaintto stage two.



[OAT]

Ormiston Academies Trust

ACHIEVING MORE TOGETHER

7.4
7.4.1

7.4.2

743

74.4

7.4.5

7.4.6

Complaints policy

Stage two - formal “Investigate and Respond”

All complaints atthis stagemust be received in writingunless reasonableadjustments arerequired.
This must be done within 4 academy weeks of a responseat stage one. Stage two complaints about
the academy can be madeinthe followingways:

Completing a complaintform (see appendix 1)—availablefroman OAT academy or by completing the
contact form on the relevant academy website; selectingthe appropriate headinginthe drop down
list

By phone or in person — only where areasonableadjustmentto handlethe complaintover the phone
or inperson needs to be made. If reasonableadjustments require the complaint to be made verbally
then a written record of what the complaintis regarding should berecorded duringthe phone call
/meeting and sent to the complainant.

The complaintwill beinvestigated by the principal. Wherethe complaintis aboutthe principalor a
member of the governing body (excludingthe chair)the complaintwill beinvestigated by the
Education Director orinsome cases anindependent investigator will be appointed — however this
should only be in exceptional circumstances. If the Education Director has already been involved at an
earlier stage, then an Education Director from a different area should ideally beusedinstead. This will
be decided within five academy days and an acknowledgement of the complaintwill besent to the
complainantconfirming who will beinvestigatingthe complaintand the timescales required to
investigateand resolvethe complaint.

An appointment with the Investigating Officer should be made as soonas reasonably practical, to
avoid any possibleworsening of the situation. Where the Investigating Officer has made reasonable
attempts to accommodate the complainantwith dates for a complaint meeting and they refuse or are
unableto attend, the investigation will continuein their absenceanda conclusionwillbereached in
the interests of drawingthe complaintto a close.

The investigator may delegate the task of collatingtheinformation to another staff member but not
the decision on the action to be taken. The responseshould be received in writing within four
academy weeks of the date of the acknowledgement letter for stage two where possible. Any delayin
the investigation will becommunicated to the complainantatthe earliest opportunity.

Once all facts areestablished, the Investigating Officer shall contactthe complainantin
writing with the investigation outcome.

The possible outcome at stage two can be:
Dismiss thecomplaint,in whole or in part

Uphold the complaint,in whole or in part.
Unable to reach a conclusion


http://www.ormistonacademiestrust.co.uk/contact
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The investigator canalsoinclude making recommendations on actions to be taken by the academy to
minimisefurther concerns or complaints.

Ifthe complainantremains dissatisfied with the academy’s final response, then they areableto
progress the complaintto stage three. All documents relied upon for this stage of the complaintwill
be retained on the complaintfile. Only complaints thatwere not upheld or unableto reach a
conclusionwillbeconsidered at stage three. Ifthe complaintis closed atthis stage, the complaintlog
should be updated.

Stage three — complaints panel

Stage three is the final stage of the complaints process wherethe complainantcanrequesta
complaintpanel hearing. The complainantshould contact OAT’s Data Protection and Complaints Team
within three academy weeks of the date of the stage two complaintoutcome letter if they would likea
complaintpanel to be convened. This shouldincludethe reasons why they arenot satisfied with the
outcome of the complaintand the steps that could be taken to resolvethe complaint.

The complaintpanel hearing will beface to face unless reasonableadjustments arerequired. Should
there be areasonableadjustment the complainantcanrequesta virtual hearing by notifying OAT’s
Data Protection and Complaints Team. OAT’s Data Protectionand Complaints Team will review the
request with panel and advisewhether avirtual hearingis viable. Pleasenote this will only be
considered in exceptional circumstance.

A stage three panel hearing examines the evidence and actions taken at stage two and provides an
opportunity for the complainantto put any remainingconcerns withinthe scope of the original
complaintforward to the panel.

The panel will not review any new complaints atthis stageor consider evidence unrelated to the initial
complaint. New complaints mustbe dealt with from stage one of the procedure.

The panel will consistofat leastthree people. The composition of the panel may include persons from
the following categories:

A governor from the academy being complained about
An individual whois independent of Ormiston Academies Trust
A senior member of staff from Ormiston Academies Trust

At leastone panel member will bean independent person who is independent of the runningand
management of the academy. The panel is independent and impartial. All members of the panel will
have no priorinvolvement inthe complaintorin the circumstances surroundingit. The complaints
panel will be chaired by the member of staff from OAT and a clerk will attend to oversee the running

of the panel and to take minutes.
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The panel will be arranged by OAT’s Data Protection and Complaints Team at a locationandtime
convenient to all parties. This will notexceed four academy weeks from the date the panel was
requested by the complainantwhere possible. At any meeting, the complainantwill beentitled to be
accompanied by a friend, but legal representation will notbe allowed. The panel will beheld in
private, andits aimis to resolvethe complaintand achievereconciliation between the academy and
the complainant. However, itis recognised that this might not always be possible,and itmay only be
possibleto establish thefacts and make recommendations.

The complaints panel will proceed irrespective of whether or not the complainantattends. If the
complainantfails to attend on the day, the complaints panel will still proceed in their absence and the
process will continueto its conclusion. Any further attempt to re-open the matter will beconsidered
as falling under the unreasonable/persistentcomplaintsection as below.

The panel can:

Dismiss thecomplaintinthe whole orinpart

Uphold the complaintinwhole orin part

Decide on the appropriateaction to be taken to resolvethe complaint

Recommend changes to systems or procedures to ensure that problems of a similar naturedo not
recur

A letter will besent to the complainant(by electronic mail or otherwise) confirmingthe findings and
recommendations of the panel within 10 academy days. Where relevant, the copy of the findings and
recommendations will be provided to the person complained about. The academy will updateits
complaintlog, noting the stage at which the complaintwas resolved, and action taken by OAT as a
resultof the complaint, and the findings and recommendations will beavailableforinspection on
academy premises.

Stage three is the final stage OAT’s Complaint Policy; we hope that we will beableto resolveany
complaintconcerning OAT or its Academies usingthis complaints procedure.

Ifyou feel this is not the case, you can complaintothe Educationand Skills Funding Agency, which
handles complaints about Academies and Free schools. The followinglink provides guidanceon their
procedure for dealing with complaints aboutacademies and links to the ESFA: Complaints procedure -
Education and Skills Funding Agency - GOV.UK.

Where the academy becomes the focus of a campaign andreceived largevolumes of complaints which
are either all based on the same subjector from complainants notconnected with the academy, the
academy will respond by either sendingthe responseto all complainantsor publishinga single
responseon the academy website, as appropriate. Whilstthe complaints process remains open to
complaints of this nature, the academy reserves the rightto moderate it for practicalreasons. For
example, the number of complainants allowed to attend a complaints panel hearing.

Complaints policy 10
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Non-parental complaints
Stage one — informal

Where a concern or complainthas been brought to the attention of / identified by a staff member in
person then they will address theissueon the spot, where appropriate. |fthe complainthas been
raised over the phone or inwritingthe complaintwill be forwarded to the appropriate personto
handlethe complaint(for example, the Academy complaints coordinator). |t may be necessary for the
academy to request that a complaintformbe completed to aid the understanding of the complaint.

Ifitis a minor complaint, then this will bedealt with by the Academy complaints coordinatorand/or
another relevant member of staff. A full responsewill be provided withinten academydays. This may
be a written responseor caninvolvea meeting with a staff member.

All documents relied upon for this stage of the complaint(includingthe complaintform and outcome)
will beretained on the complaintfile.Ifthe complaintis closed atthis stage, the complaintlogshould
be updated.

Ifthe complainantremains dissatis fied with the academy’s response, then they are ableto progress
the complaintto stage two.

Stage two —formal

All complaints atthis stagemust be received in writingunless reasonableadjustments arerequired.
Stage two complaints can be made in the following ways:

Completing a complaintform —availablefrom Appendix 1 of this policy

By email to office@hunnyhilloa.co.uk—to help us identify thatitis a complaint

then please put ‘complaint’inthe subjectheading in writing to office@hunnyhilloa.co.uk

By phone or in person—only where areasonableadjustmentto handlethe complaintover the phone
or inperson has been made. If reasonableadjustments requirethe complaintto be made verbally
then a written record of what the complaintis regarding should berecorded duringthe phone call /
meeting and sent to the complainant.

The complaintwill beinvestigated by the principal. Wherethe complaintis aboutthe principal the
complaintwill beinvestigated by the Education Director. This will bedecided within five academy days
and an acknowledgement of the complaintwill besent to the complainantconfirmingwho will be
investigatingthe complaintandthe timescales required to investigateand resolvethe complaint (if
different from those set out below).

The investigator may delegate the task of collatingtheinformation to another staff member but not
the decision onthe action to be taken. The responseshould be received in writing within four
academy weeks of the date of the acknowledgement letter where possible. Any delayin the

Complaints policy 11
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investigation will be communicated to the complainantatthe earliestopportunity. The decision of the
principal or Education Director atthis stage is final.

All documents relied upon for this stage of the complaintwill beretained on the complaintfile.

Complaintsabout Ormiston Academies Trust

There may be times when a complaintis received thatis regardingthe actions of the Academy Trust
office staff member. In these instances, the procedures for dealing with such complaints differ from
those regardingacademies.

The process for complaining about OAT follows two stages. Complaints to OAT are likelyto be in
relation to the work that OAT does or the actions ofits employees. Again, itis a precondition ofthe
complaints procedurethat reasonableattempts should be made to resolveissues onaninformal basis
(at stage one) andthe Chief Executive Officer of OAT shall havethe discretion, to be exercised
reasonably, notto allowa complaintto be pursued where this precondition has notbeen met.

Stage one — informal

Informal concerns can be made over the phone, by email or post. Concerns should be

raised directly with the staff member that they involve. If your concerns are not ableto be resolved
directly with the staff member involved, then you should followthe process detailed in stage two.

Stage two —formal

A complaintshould bemade inwritingto OAT’s Data Protectionand Complaints Team.

The complaintwill bedealtwith by the line manager of the person who the complaintinvolves and/
or OAT’s Data Protection and Complaints Team. Where the complaintcannotbe resolved
immediately, a full responsewill be provided withinten academy days.

Stage three — review

The final stageis for the complaintto be reviewed by a member of the executive team. Itis the
responsibility of the complainanttorequest a review.

To request a review, you should writeto OAT’s Data Protection and Complaints Team detailing why
you remain unhappy with the stage two response. This request will beacknowledged within five
working days. The Data Protection and Complaints Team will passthis on for review. They will remain
your main pointof contactat this stage.

The task of collatingthe information may be delegated to another staff member but not the decision
on the actionto be taken. A full and final responseto your complaint will be communicated inwriting
within two academy weeks of the complaintbeing allocated to a member of the executive team.

Complaints policy 12
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9.6. Complaint about the CEO

9.6.1
the procedures apply:

Inthe event of a complaintinrespect of the CEO, the following modifications to

. Stage two - a formal complaintshould be submitted to the Chair of the Board of Trustees usingthe
email address complaints @ormistonacademies.co.uk . The Chair will either investigate the matter or

nominate another trustee to investigatethe complaint.

= Stage three — The stage three investigation will be completed by a trustee who has not previously

been involved inthis complaint. Afull and final responseto your complaintwill becommunicated in

writing withintwo academy weeks of the complaintbeing allocated to an Investigating Officer.

9.7. Other routes of complaint

9.7.1  Shouldthe complainantbe unsatisfied with the outcome of this complaints policy or wish to complain
aboutanissuethat we are unableto investigate the complainantcan contactthe following
organisations (dependingon the nature of the complaint).

Complaint Who to contact

Examination results or curriculum content

Ofqual and the awardingbody

Undue delay/ not complying with the complaints policy when
considering complaint, where there is a breachinthe academies
fundingagreement, or itfails tocomply with any other legal
obligation

Education Skills and Funding
Agency (ESFA)

Safeguardingor child protection matters

Local Authority Designated Officer
(LADO) lado@iow.gov.uk

Multi Agency Support Hub (MASH)
01983823435

Discrimination

Equality Advisory and Support
Service

A child or young person’s Statement of Special Education Need

SEN and Disability Tribunal

Employment matters

Employment Tribunal

Data protection or freedom of information

Information Commissioner’s Office

For complaints thataffect the whole academy (i.e. problems with the

quality of education or poor management)

Ofsted

Complaints policy
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10.

10.1.

10.2.

10.3.

10.4.

10.5.

10.6.

11.

11.1.

Unreasonableand persistent complainants

We expect anyone who wishes to raiseconcerns to:

Treat all members of OAT and the academy community with courtesy and respect

Avoid the use of violence, or threats of violence, towards people or property

Allow us a reasonabletime to respond to a complaintand followthe complaints procedure
Whilstwe recognisethat some complaints mayrelate to serious and distressingincidents, we will not
accept threatening or harassing behaviour towards any members of OAT or the academy community.

Ina minority of cases, people pursuetheir complaints ina way which can either impede the
investigation of their complaintor can have significantresourceissues for the academy or OAT.

This can happen either while their complaintis beinginvestigated, or once the investigation has been
concluded. We define unreasonable, persistentand vexatious complainantsas those complainants
who, becauseof the frequency or nature of their contacts, hinder our consideration of their

complaints, particularly if the matter appears to be pursued ina way intended to cause personal
distress rather thanto seek a resolution.

We will nottolerate any form of unacceptablebehaviour.In cases of vexatious / unreasonably
persistentcomplaints or abusive behaviour, we may take some or all of the following steps, as
appropriate:

Inform the complainantinformally or formally thattheir behaviouris nowconsidered to be
unreasonableor unacceptable,and request a changed approach

Require any personal contactto take placeinthe presence of anappropriatewitness

Restrictcontact to certain methods, suchas inwritingor through a third party

Not reply to or acknowledge any further contact from them on the specific topic of that complaintand
/or:

Ban the individual fromentering the premises

Report the matter to the policeor take legal action

Any restriction thatis imposed on the complainant’s contactwith us will be appropriateand
proportionateand the complainantwill beadvised of the period of time the restriction will bein place

for. OAT will always beinvolved with a decisiontoapplyanyor all thesteps detailed above unless
emergency actionis required.

Legitimate new complaints will always beconsidered and treated on their merits.

Maintaining records

Notes may be made to supportthe informal management of complaints, and the school may also keep
aninformal record of any meeting held or any agreed action to be taken.
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11.2.

11.3.

12.
12.1

1211

12.2

1221

These will be processed by the school inlinewith the relevant privacy notice. Records taken and used
throughout the complaints process, including correspondence, notes of meetings, telephone callsetc.,
will bekept securelyandinaccordancewith the principles of the UK General Data Protection
Regulation (UK GDPR) and Data Protection Act 2018.

The record of complaints is keptfor at least3 years and may be kept for longer ifthere isa
safeguardingaspectto the complaint.

Expectations

What can you expect from us?
Anyone who raises informal or formal concerns, issues or complaints can expect us to:

followthe trust’s complaints procedure;

be availablefor consultation within a reasonabletimelimit, bearingin mind the needs of pupils atthe
Academy and the nature of the complaint;

respond with courtesy and respect;

attempt to resolveconcerns usingreasonablemeans inlinewith the trust’s complaints procedure,
other policies and practiceandinlinewith guidancefrom the trustinaccordancewith the Secretary of
State’s legislationand guidancefor academies;and

keep those involved informed of progress towards a resolution.

What we expect of you
We expect anyone who wishes to raiseconcerns to:

Try to resolvethe concern informally with member of Academy staff or Trust Office Staff.

treat all staff with courtesy and respect;

respect the needs of pupils and staff;

never to use violence (includingthreats of violence) towards people or property;

recognisethe time constraints under which members of staff work and allowa reasonabletime to
respond to a complaint;

recognisethat some problems may not be resolvedina short time;

followthe trust’s complaints procedure;

speak politely and respectfully usingappropriatelanguageandavoid any aggression or verbal abuse,
including name-calling;

raiseconcerns/complaintsinanappropriateplaceand atan appropriatetime (for example not infront
on other parents or pupils and notinan open publicspace);

be prepared to work towards a resolutionandin partnership.
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13. Timescales

13.1. We will alwaysdo our best to meet the timescales setout within this policy, however there may be

exceptional circumstances wherethis is not possible. On those occasions we will update you as much
as possible.
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Appendix 1

Complaint form

Pleaseensure you includethe followinginformation:

Your name:

Student’s name, academy and form:
Your relationship to the student:
Address and postcode:

Telephone number(s):
Please give details of your complaint:

What actions have you taken to resolve the complaint? Who did you talk to? What was the response?

What actions do you feel will resolve the complaint at this stage?

Once completed the Data Protection and Complaints Team will acknowledge receipt and explain whataction

will betaken.

Complaints policy
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If the complaintis about
the academy

Stage 1 (Informal Complaint)
Concern raised withmember of staffvia email,
letter or verbally. The academywill aimto resolve
the complaint within 10academy days

Matter resolved, complaint Matter not resolved

closed move to Stage 2

Stage 2 (Formal Complaint)

Formal complaint should be submittedin writing
for the attention of the principal.
Acknowledgement to beissued within5academy
days and response issuedwith 20academy days

Matter not resolved,

Matter resolved, complaint
P move to Stage 3

closed

Stage 3 (Panel Hearing)
Formal complaint to be reviewed by a3 member

panelincluding a person whoisindependent to
the academy/trust. Outcomereport tobe issued
within 10 academy days

Complaints policy

If the complaintis
about the
principal

Stage 1 (Informal Complaint)
Principal or Education Director (ED) to carry
out the initial investigation and aim to
resolve the complaint within 10 academy
days

Matter resolved, complaint Matter notresolved
closed Move to Stage 2

Stage 2 (Formal Complaint)
Formal complaint should be submitted in
writing and will be investigated by an ED (not
involved at stage 1) Acknowledgement within 5

academy days and response within 20
academy days

Matter resolved, complaint
closed Move to Stage 3

Stage 3 (Panel Hearing)

Formal complaint to be reviewed by a 3
member panel including a person who is
independent to the academy/trust. Outcome
report to be issued within 10 academy days

Matter not resolved

If the complaintis
about the
Trust/CEO

Stage 2 (Formal Complaint)

Formal complaint should be submitted in
writing to OAT complaintfor the attention of
the Chair of the Board of Trustees. The Chair

will either investigate or nominate a

Matter resolved, complaint Matter not resolved
closed Move to Stage 3

Stage 3
Thestage 3investigation will be completed
by a Trustee who has not been involved in
Stage 2. Outcomereporttobeissued within
10 academy days

Flowchart of OAT's
Complaints Procedure




