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Complaints Procedure
Coombe Academy Trust

The Coombe Academy Trust is committed to working in close partnership with all members of
the school community and to ensuring a working relationship based on mutual respect and a
willingness to listen to other points of view. The purpose of this procedure is to provide a
clear and structured opportunity to express and resolve concerns and thus to ensure
continued improvement of service to our pupils and students.
It is in the best interests of all parties that any concern is expressed and resolved quickly and
this procedure allows for any problems to be resolved initially on an informal basis.

Stage 1: Informal Procedure
If, at any time, a member of the school community has a concern about an aspect of life at
the school, the concern will be dealt with by the school as quickly, sympathetically and
effectively as possible. It is hoped that most concerns will be settled amicably at this stage.
In the first instance, a concern should be addressed to either the subject teacher or form
tutor before progressing to either the Head of Department or Head of Year. If the matter has
still not been resolved, it should be escalated to a member of the Senior Leadership Team.
However, if there is a continuing concern, this can be directed through the formal stages as
outlined in the school’s complaints procedure, detailed on the following pages.

Stage 2: Formal Procedure
Occasionally, despite the best efforts of all parties, these informal discussions do not resolve
the concern, which may then become a complaint. In such instances, the complainant should
make their complaint in writing to the Headteacher, using the attached Complaint Form. The
Headteacher will investigate the matter and respond to the complainant within 10 school
days.
As part of the investigation, the Headteacher may invite the complainant to a meeting in
order to try and resolve the issue.
Should the issue still not be resolved at this stage, and depending on the nature of the
complaint, the school may involve a Governor, or other person nominated by the Governing
Body, to act as a mediator. An independent record will be made of any mediation meeting
and, where possible, this will be agreed and signed by all parties at the end of the meeting.
The mediator would not be involved in any subsequent part of the procedure.

Stage 3: Formal Complaint to the Governing Body to convene a hearing
If the complainant is not satisfied with the response from the Headteacher, or the outcome of
any mediation, they may make a written request to the Chair of Governors to convene a
hearing before a panel of 3-5 members who have not been directly involved in matters
detailed in the complaint. One member of the panel will be independent of the management
and running of the school.
A formal request for a panel hearing would usually only be made if the complainant has:
 Sought to resolve the concern informally with the relevant member of staff or member of
the senior leadership team;
 Allowed reasonable time for investigation of the concern;
 Accepted any reasonable offer by the school to discuss the result of any investigation
either at the informal and/or formal stage of the procedure or taken part in a mediation
meeting; and/or
 Put the complaint clearly in writing using the attached Complaint Form.
Following a request to the Chair of Governors to convene a hearing, the Clerk to the
Governing Body will arrange a meeting within 15-30 school days of receipt of the request at a
mutually convenient time for all parties. The complainant will be advised that they may be
accompanied at the hearing if they wish. It is not usual practice for the person accompanying
the complainant to be a legal representative.
Any documents to be considered at the hearing must be received by the Clerk to the
Governing Body at least 7 school days before the meeting. This will include a copy of the
original written complaint. No new complaints may be included. The panel can:





Dismiss the complaint in whole or in part;
Uphold the complaint in whole or in part;
Decide on appropriate action to be taken to resolve the complaint; and/or
Recommend changes to the school’s systems or procedures to ensure that problems of a
similar nature do not recur.

If a panel hearing is reconvened for the purpose of making a decision, the panel do not need
to invite the complainant to the reconvened meeting.
Following the hearing the panel will make findings and recommendations, a copy of which
will:



Be sent by electronic mail or otherwise given to the complainant within 7 school days and,
where relevant, the person complained about; and
Be available for inspection on the school premises by the Chair of Governors and the
Headteacher.

Complaints against the Headteacher
In the case of a complaint against the Headteacher, the complainant should make their
complaint in writing to the Chair of Governors, using the attached Complaint Form. The Chair
of Governors will investigate the matter and respond to the complainant within 10 school
days.

Should the issue still not be resolved at this stage, and depending on the nature of the
complaint, the Chair of Governors may involve another Governor, or other person nominated
by the Governing Body, to act as a mediator. An independent record will be made of any
mediation meeting and, where possible, this will be agreed and signed by all parties at the
end of the meeting. The mediator would not be involved in any subsequent part of the
procedure.
If the complainant is not satisfied with the response form the Chair of Governors, or the
outcome of any mediation, they may make a written request to the Chair of Governors to
convene an independent hearing before a panel of members who have not been directly
involved in matters detailed in the complaint, one of which will be independent of the
management and running of the school. The Formal Procedure outlined above will then be
followed.

Additional information
If the complainant has a complaint or concern regarding safeguarding and/or child protection,
the Trust and School policies on Safeguarding and Child Protection can be accessed via the
school website.
A written record will be kept of all complaints and whether they were resolved at the
informal stage or proceeded to a panel hearing.
All correspondence, statements and records relating to individual complaints will be kept
confidential except where the Secretary of State of a relevant inspection body requests access
to them.
Please Note - Timescales refer to ‘school days’. These are days when the school is open and
staff and pupils are required to attend. If a written complaint is received during a school
holiday period, or when the school is otherwise closed, the complaint will be acknowledged in
writing at the first practicable opportunity and the complaint will be progressed in accordance
with this policy within 5 school days from the school re-opening.

Right of Appeal
Where the complainant is not happy with the findings of the panel they should write to:
Department for Education,
Castle View House,
East Lane,
Runcorn,
Cheshire,
WA7 2GJ
This complaints procedure was most recently updated in December 2017.

Coombe Secondary Schools Academy Trust
School Complaint Form
Please complete this form and return it to the Headteacher who will acknowledge its receipt
and inform you of the next stage in the procedure.

Your name: ………………………………………………………………………………………………………………………
Academy Trust: Coombe Girls’ School / Coombe Boys’ School

(delete as appropriate)

Relationship with Academy Trust [ e.g. parent of a student on the Academy Trust’s roll ]:
……………………………………………………………………………………………………………………………………….
Student’s name [ if relevant to your complaint ]:
…………………………………………………………………………………………………………………………………..……
Your Address:

Daytime telephone number: ……………………………
Evening telephone number: ……………………………

Please give concise details of your complaint, [including dates, names of witnesses etc…], to
allow the matter to be fully investigated:

You may continue on separate paper, or attach additional paperwork, if you wish.
Number of Additional pages attached =

What action, if any, have you already taken to try to resolve your complaint? [i.e. who have
you spoken with or written to and what was the outcome?]

What actions do you feel might resolve the problem at this stage?

Signature: …………………………………………………………………… Date: ……………………………………………
………………………………………………………………………………………………………………………………………………….
Academy Trust use:
Date Form received:
Received by:
Date acknowledgement sent:
Acknowledgement sent by:
Complaint referred to:

Date:

