PEAK EDGE

ACADEMY TRUST

Complaints Policy

Introduction

Peak Edge will give careful and prompt consideration to all concerns/complaints, taking the
complaint seriously and treating the complainant with courtesy.

1. Aims

When responding to complaints from parents of pupils at the school, and others, we aim to:

A Be impartial and non-adversarial

A Facilitate a full and fair investigation by an independent person or panel, where
necessary

A Address all the points at issue and provide an effective and prompt response
A Respect complainants’ desire for confidentiality

A Treat complainants with respect

A Keep complainants informed of the progress of the complaints process

A Consider how the complaint can feed into trust improvement evaluation processes

We try to resolve concerns or complaints by informal means wherever possible. Where this
is not possible, formal procedures will be followed.

The Trust will aim to give the complainant the opportunity to complete the complaints
procedure in full.

To support this, we will ensure we publicise the existence of this policy and make it
available on the Trust and individual school websites.

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 states that we must have and
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make available a written procedure to deal with complaints from parents of pupils at the
school. It is also the means by which we will address complaints/concerns raised by
members of the public who are not parents of attending pupils.

It is also based on guidance published by the Education and Skills Funding Agency (ESFA)
on creating a complaints procedure that complies with the above regulations, and refers to
good practice guidance on setting up complaints procedures from the Department for
Education (DfE).

This policy complies with our funding agreement and articles of association.

In addition, it addresses duties set out in the Early Years Foundation Stage statutory
framework with regards to dealing with complaints about the school’s fulfiiment of Early
Years Foundation Stage requirements.

There may be occasions where the trust will seek legal advice when dealing with a
complaint at any of the stages of the procedure.

3. Definitions and scope
The DfE guidance explains 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”. The Trust will resolve concerns through day-
to-day communication as far as possible.

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

The Trust intends to resolve complaints informally where possible, at the earliest possible
stage.

There may be occasions when complainants would like to raise their concerns formally.
This policy outlines the procedure relating to handling such complaints.

This policy does not cover complaints relating to:

A Admissions

A Statutory assessments of special educational needs (SEND)
A Safeguarding matters or Prevent

A Exclusions

A Whistle-blowing

A Staff grievances

A Staff discipline

A Anti-fraud Policy and Anti-fraud plan
Please see our separate policies for procedures relating to these types of complaint.
Arrangements for handling complaints from parents of children with SEND about the

Trust's support are within the scope of this policy. Such complaints should first be made to
the special educational needs co-ordinator (SENCO) or Headteacher; they will then be
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referred to this complaints policy. Each academy has it's own SEND policy and information
report which include information about the rights of parents of pupils with disabilities who
believe that our Trust has discriminated against their child.

Further information about raising concerns about exclusion can be found at:
www.gov.uk/school-discliplineexclusions/exclusions.

The trust has an internal whistleblowing procedure for their employees and voluntary staff.
Other concerns can be raised direct with Ofsted via email at: whistleblowing@ofsted.gov.uk
or by writing to: WBHL, Ofsted Piccadilly Gate, Store Street, Manchester, M1 2WD. The
Department for Education is also a prescribed body for whistleblowing in education.

Complaints about services provided by other providers who use trust premises or facilities
should be directed to the provider concerned.

4. Principles for investigation

When investigating a complaint, we will try to clarify:

A What has happened
A Who was involved

A What the complainant feels would put things right/what the complainant’s desired
outcome is

A Consider whether there is any risk to informing the person complained about i.e.
tipping off

A Consider when and if to inform relevant bodies/authorities i.e. ESFA/Police

We also intend to address complaints as quickly as possible. To achieve this, realistic and
reasonable time limits will be set for each action within each stage which is dependent on
the nature of the matter.

Where further investigations are necessary, new time limits will be set, and the complainant
will be sent details of the new deadline with an explanation for the delay.

The Trust expects that complaints will be made as soon as possible after an incident arises
and no later than 3 months afterwards. We will consider exceptions to this time frame in
circumstances where there were valid reasons for not making a complaint at that time and
the complaint can still be investigated in a fair manner for all involved.

Complaints about our fulfilment of early years requirements

We will investigate all written complaints relating to the Trust's fulfilment of the Early Years
Foundation Stage requirements, and notify the complainant of the outcome within 28 days
of receiving the complaint. We will keep a record of the complaint (see section 9) and make
this available to Ofsted on request.

Parents and carers can notify Ofsted if they believe that the Trust is not meeting Early Years
Foundation Stage requirements, by calling 0300 123 4234 or 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.
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We will notify parents and carers if we become aware that any of the schools in the Trust 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.

5. Stages of complaint

Stage 1: Informal

The trust will take informal concerns seriously and make every effort to resolve the matter
quickly. It may be the case that the provision or clarification of information will resolve the
issue.

The complainant should raise the complaint as soon as possible with the relevant member
of staff first or then the Headteacher of the individual school, either in person or by letter,
telephone or email.

The trust will acknowledge informal complaints within 5 working days of receipt, and
investigate and provide a response within 10 working days of receipt. If, due to the nature of
the complaint, this proves to be unworkable, the complainant will be contacted and
provided with an explanation for the delay and given a revised date for the provision of a
response.

The informal stage may involve a meeting between the complainant and an appropriate
member of the trust’s senior leadership teams.

If the complaint is not resolved informally, it will be escalated to a formal complaint.

Stage 2: Formal

The formal stage involves the complainant putting the complaint in writing, usually to the
Headteacher and/or the subject of the complaint. A form has been provided for this
purpose and can be found at Appendix 2, however, use of the form is optional. The
complainant should provide details such as relevant dates, times and the names of
witnesses of events, alongside copies of any relevant documents. The complainant should
also state what they feel would resolve the complaint.

The Headteacher (or other person appointed by the Trust for this purpose) will then
conduct their own investigation. The written conclusion of this investigation will be sent to
the complainant within 10 working days of receipt.

If the complainant is not satisfied with the response and wishes to proceed to the next
stage of this procedure, they should inform the chair of the relevant Local Governing Body
(LGB) in writing within 15 working days of receipt of the response.

The chair of the LGB (or other person appointed by the Trust for this purpose) will then
conduct their own investigation. The written conclusion of this investigation will be sent to
the complainant within 20 working days of receipt.

If the complainant is still not satisfied with the response and wishes to proceed to the next
stage of this procedure, they should inform the CEO in writing within 15 working days of
receipt of the response.



Stage 3: Review panel

Complaints will be escalated to the panel hearing stage if the complainant is not satisfied
with the response to the complaint at the second, formal, stage. The panel should be
convened within 20 working days of this escalation in the procedure.

The panel will be appointed by or on behalf of the trust and must consist of at least 3 people
who were not directly involved in the matters detailed in the complaint. One panel member
will be either the CEO or a member of staff nominated by the CEO and at least 1 panel
member must be independent of the management and running of the Trust e.g. a
headteacher from a school outside of the trust (the panel cannot be made up solely of
governing board members or Trustees, as they are not independent of the management
and running of the trust).

For complaints about a Headteacher/CEO/Governor or Trustee one of the panel members
should be either a Trustee or Member.

The panel will have access to the existing record of the complaint’s progress (see section 9).

The complainant must have reasonable notice of the date of the review panel; however, the
review panel reserves the right to convene at their convenience rather than that of the
complainant. At the review panel meeting, the complainant and representatives from the
school/trust, as appropriate, will be present. Each will have an opportunity to set out written
or oral submissions prior to the meeting. The complainant must be allowed to attend the
panel hearing and be accompanied if they wish.

At the meeting, each individual will have the opportunity to give statements and present
their evidence, and witnesses will be called, as appropriate, to present their evidence.

The panel, the complainant and the school/trust representative(s) will be given the chance
to ask and reply to questions. Once the complainant and school/trust representative(s)
have presented their cases, they will be asked to leave and evidence will then be
considered.

In the event of pupils needing to be interviewed, care will need to be taken to ensure that
parental permission is obtained. In all instances a single panel member should interview
the pupil and parents/carers should be given the opportunity to attend but, if they are
unable to do so, a nominated member of staff should accompany the pupil/s.

The panel should aim to reach a unanimous decision or at least a majority decision on the
complaint, deciding upon the most appropriate course of action to be taken to resolve the
complaint. Where appropriate the panel will suggest recommended changes to the school's
systems or procedures to ensure that problems of a similar nature do not arise in the future.
The panel must then put together its findings and recommendations from the case. The

panel will also provide a copy of the findings and recommen_



