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Summary of Dealing with Complaints 
 

 

Concern / Complaint heard by member of staff 
Informal Stage 

Issue resolved 

 

Complaint heard by Principal 

 Acknowledge receipt of complaint in writing , detailing process to be followed within 5 academy days 

 Conduct an investigation of the complaint 

 Write to complainant with outcome  of investigation usually within 10 academy days 

Issue not resolved 

Stage 1 

Issue resolved 

 

Issue not resolved 
 Written request for a review of the complaint within 10 academy days 

Local Governing Committee Complaints Panel meeting arranged within 15 academy days of receiving a written 
request 

 Issue letter inviting complainant to meeting - minimum 5 academy days notice 

 Issue letter confirming panel decision within 5 academy days 

Stage 2 

Issue resolved 

 

Issue not resolved 

In the event the complainant does not feel their complaint 
has been dealt with to their satisfaction by the academy, 
they may contact the Multi-Academy Trust 

Issue resolved 

 

Issue not resolved 

In the event the complainant does not feel their 
complaint has been dealt with to their satisfaction 
by the Multi-Academy Trust, they may contact the 
Department for Education 

  

Stage 3

Next Steps 

Formal Stages 


