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COMPLAINTS POLICY 
 



3 
 

1. About the Policy 

 
This Policy covers all complaints about any facilities or services provided by the Avanti Schools Trust 

or that are provided by the Trust to our schools. 

 
The Policy sets out the approach of the Trust to concerns and complaints, including the three-step 

procedure that we will follow, the aim of which is to address and resolve complaints as quickly and 

as amicably as possible. 

 

https://www.gov.uk/government/publications/school-complaints-procedures/best-practice-advice-for-school-complaints-procedures-2019
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not be investigated, the Principal will write to the Complainant advising them of this, within 
10 school days of receipt of the complaint. 

 
 

 
7. Unreasonable Complainants 

 

The Trust and its schools are committed to dealing with all complaints fairly and impartially, 
and to providing a high quality service to those who complain. We will not normally limit the 
contact complainants have with the Trust and the school. However, we do not expect our 
staff to tolerate inappropriate or hostile behaviour and will take action to protect staff from 
any such behaviour, including that which is abusive, offensive or threatening. 

 
The Trust defines unreasonable complainants as ‘those who, because of the frequency or 
nature of their contacts with the Trust and its school, hinder our consideration of their or 
other people’s complaints’. 

 

A complaint may be regarded as unreasonable when the person making the complaint: 
 

¶ fails to comply with the complaints procedure despite offers of assistance; 

¶ refuses to co-operate with the complaints investigation process while still 
wishing their complaint to be resolved; 

¶ refuses to accept that certain issues are not within the scope of the 
Complaints Policy; 

¶ insists on the complaint being dealt with in ways which are incompatible with the 
procedure set out in this Policy or with good practice; 

¶ introduces trivial or irrelevant information which the complainant expects to be 
taken into account and commented on, or raises large numbers of trivial or 
irrelevant 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; 
¶ refuses to accept the findings of the investigation into that complaint where the 

Trust complaints Policy and procedure has been fully and properly 
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Complainants should limit the numbers of communications with the Trust and its schools 
while a complaint is being progressed. It is not helpful if repeated correspondence is sent 
(either by letter, phone, email or text) as this could delay the outcome. 

 
For complainants whose excessive contact 

http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.gov.uk/school-discipline-exclusions/exclusions
/wp-content/uploads/2020/11/�鶹����AV-Schools-Trust-Statement-of-behaviour-principles-1.pdf
/wp-content/uploads/2020/11/�鶹����AV-Schools-Trust-Statement-of-behaviour-principles-1.pdf


/wp-content/uploads/2021/03/Whistleblowing-Policy.Feb-21.pdf
http://www.education.gov.uk/contactus
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will not happen again and an indication of the timescales within which any 
changes will be made 

e) an undertaking to review school policies in light of the complaint. 

f) an apology. 
 

12. Withdrawal of a complaint 

 
If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing. 

 
 

Making a Complaint 
 

13. Stage 1 – Informal complaints or concerns 

 
It is hoped that most complaints and concerns can be expressed and resolved on an 
informal basis. An initial concern should be made direct to the Principal of the school. 

 
Where this does not resolve the issue, written complaints should be made via the following 
e mail address : 

 
Avantitrust.complaints@SIPS.co.uk 

 

Complainants should not approach individual SSC members or Trustees to raise concerns or 
complaints. They have no power to act on an individual basis and this may prevent them 
from considering complaints which escalate to Stage 3 of the procedure. 

 
The independent Clerk appointed to support the complaints process will ensure that the 
school keeps a written record of Stage 1 complaints and a copy of the response to the 
investigation. At the conclusion of their investigation, the person appointed by the Principal 
to investigate the complaint will provide a written response to the Principal who will, within 
20 school days of the date of receipt of the complaint, advise the complainant of the 
outcome. 

 

The Principal will review the report and advise the complainant of the findings and the outcome. 
This may be at a meeting or by letter/e.mail. If the issue remains unresolved, the next step will be to 
make a formal complaint (Stage 2). 

 
14. Stage 2 – Formal complaints 

 
 

With the exception of initial complaints made in person or by telephone, complaints should 
be made in

mailto:�鶹����AVtrust.complaints@SIPS.co.uk
mailto:�鶹����AVtrust.complaints@SIPS.co.uk


9 
 

Complaints that 

mailto:�鶹����AVtrust.complaints@SIPS.co.uk
mailto:�鶹����AVtrust.complaints@SIPS.co.uk
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School Leadership Team. The same person will not investigate a complaint at Stage 
1 and Stage 2. 

 
- consider whether a face to face meeting(s) with the complainant may be the most 

appropriate way of dealing with the matter, in the first instance. 
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15. Stage 3 – Panel Meeting 
 

This is the final stage of the complaints procedure. 
 

If the complainant is dissatisfied with the outcome at Stage 2 and wishes

mailto:�鶹����AVtrust.complaints@SIPS.co.uk
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A complainant may bring someone to the panel meeting to provide support. This can be a 
relative or friend. Generally, we do not encourage either party to bring legal 
representatives to the panel meeting. However, there may be occasions (exceptionally) 
when legal representation is appropriate. For instance, if a school employee is called as a 
witness in a complaint meeting, they may wish to be supported by union and/or legal 
representation. 

 
Representatives from the media are not permitted to attend the meeting. 

At least 10 school days before the meeting, the 
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¶ to dismiss the complaint in 

mailto:�鶹����AVtrust.complaints@SIPS.co.uk
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Complaints escalated 
to CEO/TGO (Via SIPs) 

Action Timescale 
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Note : Members are independent of the management and running of the Academy Trust. 

The complaint will proceed in accordance with that outlined under Stage 3 (above). 

17. Next Steps 
 

If the complainant believes the school / Trust did not handle their complaint in accordance 
with the published complaints procedure or they acted unlawfully or unreasonably in the 
exercise of their duties under education law, they can contact the ESFA after they have 
completed Stage 3. 

 
The ESFA will not normally reinvestigate the substance of complaints or overturn any decisions

http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.education.gov.uk/contactus


mailto:�鶹����AVtrust.complaints@SIPS.co.uk
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What actions do you feel might resolve the problem at this stage? 

 
(You may wish to include here your response to the letter you have received relating to the outcome of Stage 1 (or if 

relevant Stage 2). 

Are you attaching any paperwork? If so, please give details. 

Signature: 
 

Date: 

 

Official use 

Date acknowledgement sent: 

By whom: 

Complaint referred to: 

Action Taken 
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