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1. Introduction 

1.1. Fareham Academy is committed to providing high quality education which encourages and 
supports individuals to achieve their very best and so become confident, active, responsible 
and successful members of the community. 

 
1.2. The Academy places great value on its strong parent partnership.  As an Academy we are 

continuously striving to improve the provision of education to our students and therefore 
we welcome feedback and suggestions from our students’ parents and other members of 
the Fareham Academy community.  However, we are also aware that, from time to time, 
individuals may wish to raise a concern with the Academy, in which case they are advised 
to follow this policy and its procedures.   

 
1.3. The aim of the Complaints Policy is to facilitate the efficient resolution of concerns by 

providing a transparent and simple process for complainants, staff and trustees of the 
Academy.  

 
1.4. The Academy’s role is to: 

 

1.4.1. Resolve concerns through informal discussions at the earliest stage. 
1.4.2. Provide named contacts and a timescale for a response to be made by the Academy. 
1.4.3. Focus on resolving complaints rather than apportioning blame. 
1.4.4. Promote confidentiality and discretion. 
1.4.5. Be forthright in dealing with vexatious, abusive, malicious and anonymous 

complainants (see appendix 5) 
1.4.6. Initiate a change in aspects of Academy operation that have caused a problem. 

 
1.5. We believe that the effective resolution of complaints is based on the prompt notification of 

concerns, a shared trust between the complainant and the Academy, and a mutual respect 
for the privacy and confidentiality of information. 

 
1.6. This Complaints Policy details the steps and process of how the Academy will respond to 

general complaints which may be raised by a range of individuals, including parents of 
current students, carers, visitors, students, and users of the Academy’s community facilities, 
or members of the local community. 

 
1.7. It should be noted that other mechanisms exist to handle complaints about any of the 

following specific issues: 

 

1.7.1. Academy admissions and transfers. 
1.7.2. Exclusions. 
1.7.3. Employment. 
1.7.4. Staff discipline.  
1.7.5. Criminal activity. 
1.7.6. LA decisions on special educational needs assessments & school placements. 
1.7.7. Child abuse allegations (see the safeguarding and child protection policy). 

 

2. Stage 1:   An Informal Approach 

2.1. Initially, any general concerns raised by a parent or carer should be communicated to the 
student’s tutor or appropriate member of staff by telephone or in writing via email or by 
letter. The attached flowcharts (Appendices 2 and 3) outline who parents should contact 
depending upon the concern or issue they wish to discuss and raise.  

 
2.2. If a parent feels that their concern has not been addressed by the member of staff they 

have either spoken to or written to they should contact (by telephone or letter or email) the 
member of staff’s line manager e.g. Head of Year or Head of Department. Parents can also 
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at this stage contact the link Senior Leadership team member (see Appendices 2 & 3). 

 
2.3. For non-parental or student complaints, concerns should be communicated in writing to the 

Headteacher. If the resolution of a concern is not satisfactorily dealt with at this stage, the 
complainant may choose to proceed to Stage 2. 

 
3. Stage 2:  The Headteacher’s Investigation 

3.1. If the complaint is not satisfactorily resolved at the informal stage then the complaint should 
be made in writing to the Headteacher giving details of the concern and providing any 
relevant information.  To assist complainants in this process, a Complaints Form is attached 
to this procedure (Appendix 1).   Further copies are available from the Academy (please ask 
reception). 

 
3.2. The Headteacher may try to resolve the matter informally or designate a member of the 

Senior Leadership Team to investigate further. The designated member of the Senior 
Leadership Team will present the results to the Headteacher who will decide an appropriate 
course of action.   
 

3.3. If the concern is about the Headteacher, complainants should initially contact the 
Headteacher.  However, if this is felt to be inappropriate or they have already contacted the 
Headteacher who has given a response, then concerns should be made in writing to the 
Chair of Trustees.   
 

3.4. The Academy will acknowledge receipt of any concern addressed to the Headteacher by 
telephone, letter or email normally within five school days and will give details of the 
proposed action to resolve the concern. Depending on the nature of the concern the 
Academy will decide what course of investigation to undertake.   
 

3.5. The Academy will endeavour to resolve the concern as soon as reasonably practicable and 
will communicate the steps taken to resolve the concern within ten school days.   
 

3.6. For more complex complaints or complaints requiring an in-depth investigation the 
Headteacher will acknowledge the complaint and prepare a response normally within twenty 
working days. Subsequent to any meeting, the Headteacher or designated senior member 
of staff will summarise the main points in a follow-up letter. 
 

3.7. If, after receiving a response to the complaint from the Headteacher, or the designated 
member of the Senior Leadership Team (on behalf of the Headteacher), the complainant is 
not satisfied with the proposed steps for resolution, the Headteacher will write a letter or 
email providing a final response and refer the complainant to Stage 3 of the Complaints 
Procedure. 

 
4. Stage 3 – Review of the Headteacher’s Decision by the Chair of Trustees 

4.1. Complainants should write to the Chair of Trustees providing details of their complaint and 
explaining why they are dissatisfied with the outcomes proposed by the Headteacher. Any 
other relevant information should be included at this stage. It is not appropriate to write to 
Trustees on an individual basis as this may subsequently make it difficult to convene a panel 
of Trustees with no prior involvement in the case. 
 

4.2. Upon receipt of the complaint, the Chair of Trustees will acknowledge the complaint within 
five school days and proffer a response within ten school days, attempting wherever possible 
to resolve the complaint informally. More complex investigations may require a longer time 
being needed (twenty school days). 
 

4.3. If the complaint concerns the Headteacher’s conduct, the Chair of the Trust Board will decide 
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whether the issue should be dealt with in accordance with the complaint’s procedure or the 
staff disciplinary procedure. The latter would be invoked as an outcome of the investigation 
into the complaint and parents would be notified of this. 

 
4.4. If the complainant remains dissatisfied with the resolution proposed, the Chair of the Trust 

Board may convene the Trust Board’s Complaints Appeal Panel.  
 

5. Stage 4 – Complaints Appeal Panel Hearing 

5.1. If the complainant remains dissatisfied with the resolution proposed by the Chair of Trustees 
the parent should request in writing for the complaint to be heard at a Complaints Appeal 
Panel hearing.  This request should be made within ten school days of the Chair’s decision 
outcome letter. 
 

5.2. The Clerk to the Trust Board will arrange a meeting of the Complaints Appeal Panel and 
invite the complainant to the hearing. One member of the complaints panel will be 
independent of the management and running of the Academy.  
 

5.3. Once the meeting has been held, the decision of the Complaints Appeal Panel will be 
communicated to the complainant no later than five school days following the hearing. The 
letter will set out a summary of the issues, an outline of the main points of discussion, the 
reasons for the decision and the proposed actions, if any or outcomes. 
 

5.4. In relation to complaints made about the appropriateness of an exclusion, there is a 
statutory procedure for reviewing the Headteacher’s decision to exclude. This is set out in 
the Academy’s Behaviour Policy. 

 
6. Stage 5 – Secretary of State 

6.1. If a parent has followed the Academy’s complaints process and still feels that the Academy 
has acted unreasonably or has not followed the correct procedures in relation to their 
complaint, parents can write to the Secretary of State for Education. 

 
7. Pupils with Special Education Needs 

 
7.1. The following arrangements for the treatment of complaints at Fareham Academy are used 

for complaints about provision made for special education needs.  We encourage parents to 
discuss their concerns with the class teacher, SENCo or Headteacher to resolve the issue 
before making the complaint formally to the Chair of Trustees. 
 

7.2. This can be done by the following: 

 

7.2.1. emailing the SENCo, directly. 

7.2.2. Email or by making an appointment via the school office on 01329 318003. 

7.2.3. If an issue is not resolved, please email the Headteacher on c.prankerd@fareham-

academy.co.uk 

7.2.4. The Chair of Trustees can be contacted via the school office. 

 
7.3 If the complaint is not resolved after it has been considered by the Trust Board, then a 

disagreement resolution service or mediation service can be contracted.  If it remains 
unresolved after this, the complainant can appeal to the First-tier Tribunal (Special 
Educational Needs and Disability), if the case refers to disability discrimination, or to the 
Secretary of State for all other cases. 
 
 
 

mailto:c.prankerd@fareham-academy.co.uk
mailto:c.prankerd@fareham-academy.co.uk
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7.4 There are some circumstances, usually for children who have an Educational, Health and 
Care Plan (EHCP), where there is a statutory right for parents to appeal against a decision 
of the Local Authority.  Complaints that fall within this category cannot be investigated by 
the Academy. 
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Appendix 1 

Complaints Form 

When we receive a complaint, we aim to acknowledge receipt of the concern by telephone or letter 

normally within five working days and will give details of proposed action to resolve the concern. 

 

Name of Parent/Carer:           

…………………………………………………………………………………….. 
 

Student’s Name:                     

……………………………………………………………………………………... 

 

Address:   

 

Postcode: 

Telephone (day): 

Telephone (evening):   

 

What is your concern and how has it affected you? 

 

 

 

 

 

 

 

Are you attaching any paperwork? If so, please list these below: 
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Have you discussed this matter with a member of staff previously and before filling in this 

form?  If so, who did you speak to and what was their response?  (Please attach any written 
responses from the member/s of staff) 

 

 

 

 

 

 

 

 

What would you like to happen as a result of making this complaint? 

 

 

 

 

 

 

 

 

Signature:                                                                                                    Date: 

 

Official Use Only 
 

Initial response and  
acknowledgement: 

 

By whom: 

Date: 

 

Complaints Reference Number: 

 

Action Taken: 

 

Date: 

Data Protection Act 1998 – We will only process your personal data to respond to your complaint.  In 

general, this will be used for administrative and statistical purposes. 
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Explain procedures 

and next stage 

Explain procedures 

and next stage 

Not 

Satisfied 

Not 

resolved 

Not Satisfied 
with outcome 

Parent  

Satisfied 

Parent  

Satisfied 

Parent  

Satisfied 

Appendix 2:   Staged Approach to Handling Complaints 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Complainant’s Action 

Communicate with relevant member 
of staff.  See Communication Flow 

Chart (Appendix 3). 

Academy’s Action 

Informal discussion: 

• Listen, Discuss 

• Consider who should deal 
with the matter 

• Record Concern 

• Resolve 

• Acknowledge within 5 school 
days 

• Investigate 

• Agree to meet 

• Confirm outcome in writing 
within 20 school days 

• Offer a resolution 

• Acknowledge within 5 school 
days 

• Speak with Headteacher 

• Try to resolve 

• If appropriate, meet with 
both parties. 

• Confirm outcome within 20 
school days. 

• Clerk sets up hearing 

• One member on the panel to 
be independent of the 
running and management of 
the Academy. 

• Complainant invited 

• Confirm decision to 
complainant within 2 school 
days. 

See Communication Flow Chart 

Write to Headteacher 

Write to Chair of 

Trustees 

Trustees’ Complaints 

Appeals Panel 

This is the final stage in the Academy’s internal 
complaints procedure. 

Stage 1  

Informal Approach 

Stage 2  

Headteacher 

Stage 3/4 

The Trust Board 
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Appendix 3:    Recommended Communication/Complaint Procedure  

 

Stage 1: 

 
A Pastoral Concern 

 
 

Contact Tutor 
 
 

Progress Leader 
 
 

Assistant /Deputy 
Headteacher 

 
 

Headteacher 
 
 

 

 
A Curriculum Concern 

 
 

Class Teacher 
 
 

Head of Department 
 
 

Member of Senior Leadership 
Team - who line manages the 

subject 
 
 

Headteacher 
 

 
A Staffing Complaint 

 
 

Teacher’s Line Manager 
 
 

Member of Senior Leadership 
Team 

 
 

Headteacher 

Stage 2: 

Headteacher – if not contacted under stage 1 and unable to resolve the issue. 

 

Stage 3 

Chair of Trustees – if stage1 and 2 followed and not resolved. 
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Appendix 4: Terms of Reference and Procedure  

for the Trustees’ Complaint Panel  

 
1. Membership 

1.1. The Complaint Panel will consist of two trustees and at least one member who is independent 
of the management and running of the Academy.  No member of the panel will have had 
involvement in the complaint or in the circumstances surrounding it.  The Chair is to be 
agreed prior to the meeting of the panel, by the panel members.   

 

2. Quorum 

2.1. The quorum for any meeting will be two trustees and at least one independent member. 
 

3. Purpose and Delegated Authority 

3.1. To hear complaints that have reached stage 4 of the Academy’s complaints procedure and 
to decide whether to: 
 

• dismiss the complaint in whole or in part 
• uphold the complaint in whole or in part 
• decide on the appropriate action to be taken to resolve the complaint 
• recommend changes to the Academy’s systems or procedures to ensure that problems 

of a similar nature do not reoccur 
 

3.2. It is important that the complainant understands that trustees’ powers are limited and, in 

some circumstances, that the complaint will only be reviewed rather than reconsidered.  

 

• Review 

Many of the actions taken or decisions made by a Headteacher are entirely within the 

Headteacher’s own remit and professional terms and conditions of service.  In these 

cases the trustees do not have the power to overturn the decision or direct a 

Headteacher to change a decision/action.  The main function of the complaints panel in 

these circumstances will be to ensure that the complaint has been properly handled by 

the Headteacher (and Chair of Trustees); that a sufficiently comprehensive investigation 

has been carried out; that all information available at the time has been considered 

and/or the correct procedures/policies have been adhered to. Additionally, it will look at 

how the school has tried to resolve the disagreement.  The panel will also review whether 

the Headteacher has acted ‘reasonably’, that is, was the Headteacher’s response one 

within a reasonable range of responses that might have been made, for example, by 

other Headteachers in the same circumstances.   

 
• Reconsideration (considering afresh) 

Some matters can be considered ‘afresh’ by trustees. These may relate to a matter which 
has been delegated to the Headteacher but is the Trust Board’s responsibility. In these 
less common circumstances, the panel can reconsider the matter and make its own 
decision. In doing so, it can take into account any new information that may not have 
been previously available to the Headteacher.  
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4. Arranging the Hearing  

 

4.1. On receipt of the complaint at Stage 4 the clerk will ensure that the complaint has already 

been addressed through the Academy’s complaints procedures, for example, via the 

Headteacher and the Chair of Trustees.  If the complaint has not been previously considered 

at the appropriate stages, the complainant will need to be referred back to the relevant stage.  

4.2. The clerk will: 
 

• write to the complainant, acknowledging receipt of the request and explain briefly the 
process. 

• select three members according to the agreed selection procedure, ensuring that these 
members have not had prior involvement in the complaint. 

• identify three or four available dates from these members, the Headteacher and Chair 
of Trustees and contact the complainant to agree a date. 

• check with the complainant that there are no reasonable objections to the panel 
members, for example, if the complaint has reached a wider audience 

• once a date is agreed, confirm the day, date, time and venue of the hearing and agree 
with all parties. 

• work out a timescale which will allow time for paperwork to be received and 
simultaneously redistributed to all parties, including the panel members, at least two 
days before the hearing. 

• request any written representations from the Academy and the complainant by a set 
deadline. 

• check with the complainant to see whether they wish to bring a partner and/or a friend 
or representative as a supporter. 

• check to see whether the Headteacher and Chair of Trustees will be accompanied by a 
member of staff as a supporter.   

• find a room in the Academy which, if possible is not the Headteacher’s office. 
 
5. Paperwork 

5.1. The paperwork should include the outcomes of the previous stages of the procedure, that is, 
the Headteacher’s and Chair of Trustee’s responses.  It will also include any written 
representations from the Academy and complainant they feel the trustees will require to 
consider the complaint fully.   

 
5.2. The clerk should send the paperwork together with the agenda to the panel members and 

all parties so that they receive it at the same time and at least two days prior to the hearing.  
 
6. The Agenda for a Complaint Panel Meeting 

• introductions 
• the complainant’s verbal submission 

o   questions by the Headteacher/Chair of Trustees  
• the school’s verbal submission 

o   questions by the complainant 
• summary by the complainant 
• summary by the School 
• closure of the hearing 
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7. Reporting 

7.1. To report the decision to the next full meeting of the Trust Board following the meeting. The 
report will normally be restricted to the outcome of proceedings and will need to be 
confidentially minuted.   

 

8. Minutes 

8.1. The Trust Board or chair of the committee should appoint a clerk to take notes of the 
proceedings.  The clerk cannot be a member of the trust board, or the Headteacher or a 
member of the panel. 
 

8.2. The clerk to the panel shall keep notes of the proceedings.  Once the notes have been agreed 
they will be signed by the chair of the committee at the earliest possible opportunity and 
retained on file in the usual way.  These notes are confidential and excluded from the usual 
rules concerning publication of trust board proceedings.  
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Appendix 5:   Managing Serial & Unreasonable Complaints 

 

Fareham Academy is committed to dealing with all complaints fairly, impartially and will take into consideration 

any relevant protected characteristics, including disability, in line with our Equality & Diversity Policy, and to 

providing a high-quality service to those who complain. We will not normally limit the contact complainants 

have with our 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. 

Fareham Academy defines unreasonable behaviour as that which hinders our consideration of complaints 

because of the frequency or nature of the complainant’s contact with the school, such as, if the complainant:  

• 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 complaint’s investigation process  

• refuses to accept that certain issues are not within the scope of the complaint’s procedure 

• insists on the complaint being dealt with in ways which are incompatible with the complaint’s procedure 

or with good practice 

• introduces trivial or irrelevant information which they expect to be taken into account and commented 

on 

• 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  

• 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 Department 

for Education 

• seeks an unrealistic outcome  

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

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

dealt with 

• uses threats to intimidate 

• uses abusive, offensive or discriminatory language or violence 

• knowingly provides falsified information 

• publishes unacceptable information on social media or other public forums. 

Complainants should try to limit their communication with the school that relates to their complaint, while the 

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.  
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Whenever possible, the headteacher or Chair of Trustees will discuss any concerns with the complainant 

informally before applying an ‘unreasonable’ marking.  

If the behaviour continues, the headteacher will write to the complainant explaining that their behaviour is 

unreasonable and ask them to change it. For complainants who excessively contact Fareham Academy causing 

a significant level of disruption, we may specify methods of communication and limit the number of contacts 

in a communication plan. This will be reviewed after six months. 

In response to any serious incident of aggression or violence, we will immediately inform the police and 

communicate our actions in writing. This may include barring an individual from Fareham Academy.  

 

 


