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PARENTAL COMPLAINTS PROCEDURE 
 
INTRODUCTION 
This complaints procedure is for use by the parents of current or prospective students 
or the parents of Thomas Ferens Academy. The Academy takes any complaint 
seriously and hopes that, if you need to use this procedure, you will be satisfied with 
how your complaint is handled. 

 
 

INFORMAL PROCEDURE 
 

Stage One: Complaint heard by staff member 
If, as a parent or carer, you are dissatisfied with any aspect of the Academy’s work you 
should contact the Academy’s Customer Services Department, either by phone or in 
writing, setting out your complaint. The Customer Services Department can be 
contacted at: The Customer Services Department, Thomas Ferens Academy, 540 Hall 
Road, Hull, HU6 9BP. 
 
Your complaint will be logged by the Customer Services Department, which will ask the 
relevant staff member to try to resolve the matter. 
 
During term-time, the Academy will normally aim to resolve informal complaints within 
10 working days. If a complaint is raised during Academy holidays, the Academy will try 
to resolve the complaint within 10 working days of the start of the new term. If it is not 
possible to resolve your complaint within 10 working days, the Customer Services 
Department will contact you to let you know the reason for any delay. 
 
The Customer Services Department will contact you after the complaint has been dealt 
with to ensure that you are satisfied with the outcome. 

 
FORMAL PROCEDURE 
 
Stage Two: Complaint heard by Senior Leadership Team member 
If you are not satisfied with the way your complaint was handled at Stage One, the 
Customer Services Department will invite you to make a written complaint using the 
complaints form attached at Appendix 2 of this procedure. 
If you need any help completing the form, the Customer Services Department will be 
happy to help you. 
 
The Customer Services Department will refer your complaint to the Senior Leadership 
Team. The member of the Senior Leadership Team designated to deal with your 
complaint will contact you, normally within 10 working days, to arrange a meeting to 
discuss your complaint and to try to resolve the situation. If your complaint is raised 
during Academy holidays, you will be contacted within 10 working days of the start of 
the new term. 
 
You will normally receive a written response within 10 working days of meeting with the 
Senior Leadership Team member designated to deal with your complaint. Another 
meeting may also be arranged to explain their decision to you. If it is not possible to 
resolve your complaint within 10 working days of the meeting, you will be informed of 
the reason for any delay. A decision may be delayed, for example, if further 
investigations are necessary. 
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If the person against whom you made the complaint was the Principal, the Customer 
Services Department will not refer your complaint to the Senior Leadership Team but 
will refer it instead to the Chair of Governors. 

 
Stage Three: Complaints Appeals Panel 
If you are not satisfied with the way your complaint was handled at Stage Two, you 
may appeal to the Chair of Governors using the appeals form attached at Appendix 3 
of this procedure. If you need any help completing the form, the Customer Services 
Department will be happy to help you.  
 
The completed appeals form should be sent to the Chair of Governors no later than 10 
working days after you receive the written decision arising from the Stage Two process 
above. The form should be sent to: The Chair of Governors, c/o the Clerk to the 
Governors, Thomas Ferens Academy, 540 Hall Road, Hull, HU6 9BP. 
 
The Chair of Governors will ask the Clerk to the Governors to convene a Complaints 
Appeals Panel to hear your appeal.  

 
 
APPEALS PROCEDURE 
 
How the Complaints Appeals Panel will deal with your appeal 
The Complaints Appeals Panel members will examine your written appeal and may 
arrange for any further investigations, which they consider necessary, to be 
undertaken.  
 
An appeal hearing will be arranged as soon as reasonably practicable after receipt of 
your written appeal, normally within 20 working days. If your appeal is received during 
the Academy holidays, an appeals hearing will normally be arranged within 20 working 
days of the start of the new term. 
 
The Panel will consider in advance of the appeals hearing how the hearing will be 
conducted. If any documentation is to be considered at the hearing, the Panel will 
ensure that it is circulated at least 5 working days in advance of the hearing. 
Documentation will be circulated to all parties. 
 
The Panel will give you at least 10 working days’ notice of the date of the appeals 
hearing.  
You may, if you wish, be accompanied at the appeals hearing by another person. 

 
At the hearing, the Panel will first ensure that the Panel’s role and the procedure to be 
followed are understood by everyone attending the hearing. 
 
The Panel will allow you to make spoken or written representations during the hearing.  
 
The Panel will ask you to explain your complaint and the reason for your appeal and to 
call any witnesses. 
 
The Panel will then ask the Academy to explain their actions and to call any witnesses. 
 
If the Panel considers it appropriate, you and any person accompanying you may ask 
questions of the Principal or Principal’s nominee and any members of staff or students 
attending the hearing as witnesses, but with all questions being directed through the 
Chair of the Panel. 
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If the Panel considers it appropriate, the Principal or Principal’s nominee may ask 
questions of you or any staff or students attending the hearing as witnesses, but with 
all questions being directed through the Chair of the Panel. 
 
The members of the Panel will put such questions as they see fit to you, the Principal 
or Principal’s nominee, any witnesses or other persons attending the hearing. 
 
The Panel will have full discretion to admit or exclude information as it considers fit and 
to vary the procedure to be followed at the appeal hearing. 
 
The Panel may adjourn the hearing if it considers further information needs to be 
gathered or considered.  Any adjourned hearing will be reconvened as soon as 
reasonably practicable. 
 
When examining the appeal, the Panel will consider whether the decision which you 
are appealing against was fair and reasonable in the circumstances which may include 
(but is not limited to) reviewing as appropriate: 

 any relevant documents; 

 any relevant representations or statements; 

 any relevant legislation, statutory or Government guidance; 

 past precedents (if any) to ensure consistency as far as possible; 

 any special circumstances.  
 
On conclusion of the appeal hearing, the Panel will deliberate over its findings in 
private and reach a decision regarding the appeal.  
 
The Panel can: 

 dismiss your complaint in whole or in part; 

 uphold your complaint in whole or in part; 

 decide on the appropriate action to be taken to resolve your complaint; 

 recommend changes to the Academy’s systems or procedures to ensure 
that problems of a similar nature do not recur. 

 
You will receive written notification of the Panel’s decision as soon as reasonably 
practicable after the hearing, normally within 10 working days .If it is not possible for 
the Panel to reach a decision within this period, the Clerk to the Governors will write to 
you on behalf of the Panel with an explanation for the delay and will let you know when 
a written decision can be expected. 
Details of the Panel’s decision and any recommendations that they make will also be 
sent to the Board of Governors, the Principal and to the person complained of, if they 
are not the Principal. 

 
 
FURTHER APPEAL TO ANOTHER BODY 
An appeal to the Complaints Appeals Panel is the final stage of the Academy’s parental 
complaints procedure and the Panel’s decision is final, which means that there is no 
further right of appeal to any person or body within the Academy. 
 
If you are dissatisfied with the outcome of the Panel hearing, you may write to the 
Education Funding Agency (EFA) which is the Academy’s funding body.  
The EFA cannot review or overturn an Academy’s decision but will investigate if they 
consider that the Academy did not comply with its own complaints procedure when 
considering a complaint. They will also investigate if they consider that the Academy 
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has failed to comply with a duty imposed on it under its funding agreement with the 
Secretary of State.  
 
The EFA can be contacted at:  

 academyquestions@efa.education.gov.uk  or  

 Academies Central Unit (Academy Complaints), Education Funding Agency, 
Earlsdon Park, 53-55 Butts Road, Coventry, CV1 3BH  

 
Further details can be found in the EFA’s Procedure for dealing with complaints against 
academies (June 2012) – see Appendix 4 for further details. 

 
RECORD KEEPING AND CONFIDENTIALITY  
Written records must be kept of all complaints and their outcomes, regardless of 
whether they are resolved at Stage One, Stage Two or Stage Three. 
 
Section 25(k) of the Education (Independent School Standards) (England) Regulations 
2010  requires all correspondence, statements and records of complaints to be kept 
confidential but they must be shown to Her Majesty’s Inspectorate (HMI) if they inspect 
the Academy. Copies must also be made available to the Department for Education, as 
the Academy’s registration authority, on request. 

 
 
ROLES, RESPONSIBILITIES AND GUIDANCE FOR PANEL MEMBERS  
 
The role of the Customer Services Department 
It is in everyone’s interest that complaints are resolved at the earliest possible stage. 
The experience of the first contact between the parent and the Academy can be crucial 
in determining whether the complaint will escalate. To that end, all staff should be 
made aware of the procedures so that they know what to do when they receive a 
complaint. 
 
The Academy will respect the views of a parent who indicates that he/she would have 
difficulty in discussing a complaint with a particular member of staff. In these cases, the 
Customer Services Department should refer the parent to another staff member.  
 
Similarly, if the member of staff directly involved feels too compromised to deal with a 
complaint, the Customer Services Department should consider referring the parent to 
another staff member, who may be more senior but does not have to be. The ability to 
consider the complaint objectively and impartially is crucial.   
 
Where the complaint concerns the Principal, the Customer Services Department 
should refer the parent’s complaint to the Chair of Governors. 

 
Membership of the Complaints Appeals Panel 
As required under section 25(f) and (g) of the Education (Independent School 
Standards) (England) Regulations 2010, the Complaints Appeals Panel should be 
made up of at least three people of whom one should be independent of the 
management and running of the Academy. The other members of the Panel may be 
members of the Board of Governors 
 
It is important that the Complaints Appeals Panel hearing is independent and impartial 
and that it is seen to be so. No Governor or other person may sit on the Panel if they 
have had any prior involvement in the complaint or in the circumstances surrounding it.  
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The Chair of Governors appoints the Panel members. When appointing Governor 
members of the Panel, the Chair of Governors should try to ensure, as far as is 
possible, that it represents a cross-section of the categories of Governor and be 
sensitive to issues of race, gender and religious affiliation.  
 
Non –prescriptive advice issued by the Department for Children, Schools and Families 
(DSCF) in 2010 states that a person who has held a position of responsibility and who 
is used to analysing evidence and putting forward balanced arguments would be 
suitable to hold the position of independent Panel member e.g. serving or retired 
business people, civil servants, heads or senior members of staff at other schools or 
academies, people with a legal background and retired members of the police force.  
 
Panel members may choose their own Chair. 

 
The Role of the Chair of the Panel 
The Chair of the Panel has a key role, ensuring that: 
 

 the remit of the Panel is explained to the parties and each party has the 
opportunity of putting their case without undue interruption; 

 the issues are addressed;  

 key findings of fact are made;  

 parents and others who may not be used to speaking at such a hearing are 
put at ease;  

 the hearing is conducted in an informal manner with each party 
 

 treating the other with respect and courtesy; 

 the Panel is open minded and acting independently;   

 no member of the Panel has a vested interest in the outcome of the 
proceedings or any involvement in an earlier stage of the procedure;  

 each side is given the opportunity to state their case and ask questions; 

 written material is seen by all parties. If a new issue arises it would be useful 
to give all parties the opportunity to consider and comment on it. 

 
The Role of the Clerk 
The Clerk to the Governors is the Clerk to Complaints Appeals Panel. The Clerk will be 
the contact point for the parent and is responsible for: 
 

 arranging the date, time and venue of the appeals hearing, ensuring that the 
dates are convenient to all parties and that the venue and proceedings are 
accessible; 

 collating any written materials and send them to the parties in advance of 
the hearing; 

 the production and appropriate circulation of all minutes, papers and 
correspondence arising in connection with any meetings convened by the 
Panel or any investigations which it instigates. 

 notifying all parties of the Panel’s decision. 
 

The Role of the Board of Governors 
If the parent’s first approach concerning a complaint is made to a Governor, they 
should refer the parent to the Customer Services Department. Governors should not 
act unilaterally on an individual complaint outside the Academy’s complaints procedure 
and should not normally be involved at Stage One or Stage Two of the Academy’s 
Complaints Procedure. 
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Complaints may not be heard by the whole Board of Governors at any stage, as this 
could compromise the impartiality of any panel set up in connection with a disciplinary 
hearing against a member of staff following a serious complaint. 

 
General guidance on the conduct of the appeals hearing  
The aim of the hearing, which needs to be held in private, will always be to resolve the 
complaint and achieve reconciliation between the Academy and the parent. However, it 
has to be recognised that the parent might not be satisfied with the outcome if the 
hearing does not find in their favour. It may only be possible to establish the facts and 
make recommendations which will satisfy the parent that his or her complaint has been 
taken seriously. 
 
An effective Appeals Panel will acknowledge that many parents feel nervous and 
inhibited in a formal setting. Parents often feel emotional when discussing an issue that 
affects their child. The Panel Chair will ensure that the proceedings are as welcoming 
as possible. The layout of the room will set the tone and care is needed to ensure the 
setting is informal and not adversarial.   

 
Extra care needs to be taken where a student attends the hearing. Careful 
Consideration of the atmosphere and proceedings will ensure that the student 
does not feel intimidated. 
 
Witnesses should only be required to attend for the part of the hearing in which they 
give their evidence.  
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Appendix 1 

Customer Services Dept. (CSD) refer 
complaint to staff member. 

Complaint heard by staff member 

Issue resolved Issue not resolved 

CSD refer complaint to Senior Leadership 
Team (SLT)  

 SLT member: acknowledge receipt of 
complaint, arrange meeting with parent 

 Write to parent with outcome of 
investigation & decision Issue resolved 

Issue not resolved 

Complaints Appeals Panel hearing arranged 

 Issue letter inviting parent to hearing  

 Issue letter confirming Panel 
decision 

 

  

 

Complaints procedure flowchart 
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Appendix 2 

Stage Two: Complaints Form 

Please complete and return to the Customer Services Department, which 
will acknowledge receipt and explain what action will be taken. 
 

Your name: 
 
 
Student’s name: 
 
Your relationship to the student: 
 
Address: 
 
 
 
Postcode: 
 
Day time telephone number: 
Evening telephone number: 
Mobile number: 
 
Please give details of your complaint. 
 
 
 
 
 
 
 
 
 
 
 
 
  
What action, if any, have you already taken to try and resolve your 
complaint. (Who did you speak to and what was the response)? 
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What actions do you feel might resolve the problem at this stage? 
 
 
 
 
 
 
 
 
 
 
 

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

 
Signature: 
 
 
Date: 
 
 

Official use 
 
Date acknowledgement sent: 
 
 
By whom:  
 
 
 
 
Complaint referred to: 
 
Date:  
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Appendix 3 

Stage Three: Appeals Form 

Please complete and return to the Customer Services Department, 
within 10 working days of receiving a decision at Stage 2. The 
Department will acknowledge receipt and explain what action will be 
taken. 
 

Your name: 
 
 
Student’s name: 
 
Your relationship to the student: 
 
Address: 
 
 
 
Postcode: 
 
Day time telephone number: 
Evening telephone number: 
Mobile number: 
 
Please give details of your complaint and why you wish you appeal 
against the decision made at Stage Two: 
 
 
 
 
 
 
 
 
 
  
What action, if any, have you already taken to try and resolve your 
complaint. (Who did you speak to and what was the response)? 
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What actions do you feel might resolve the problem at this stage? 
 
 
 
 
 
 
 
 
 
 
 

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

 
Signature: 
 
 
Date: 
 
 

Official use 
 
Date acknowledgement sent: 
 
 
By who:  
 
 
 
 
Complaint referred to: 
 
Date:  
 
 
 

  



13 

 

Appendix 4 
Related polices and procedure 
 

1. Admissions appeals procedure  
2. Exclusions appeals procedure 

 
 

Legislation, contractual obligations and guidance 
 

1. The Education (Independent School Standards) (England) Regulations 
2010 - Regulations made under the Education Act 2002. These 
regulations apply to independent schools, including Academies. See 
Schedule I, Part 7 (manner in which complaints are to be 
handled).http://www.legislation.gov.uk/uksi/2010/1997/contents/made 
 

2. Department for Children, Schools and Families (DCSF) - Registration 
of Independent Schools Information Pack (Jan. 2010). A guide for 
proprietors on the statutory requirements for registration. Includes 
guidance on the requirements of The Education (Independent School 
Standards) (England) Regulations 2010 in relation to the handling of 
complaints, including non-prescriptive advice on selecting the 
independent member of a complaints appeals panel. 
http://www.education.gov.uk/schools/leadership/typesofschools/indepe
ndent/b009053/registration-of-independent-schools 
 

3. Department for Education (DfE) - Schools Complaints Procedure 2011. 
Guidance for maintained schools but provides useful guidance on 
school complaints procedures generally. 
http://www.education.gov.uk/schools/leadership/governance/a0060895/
complaints-procedure-toolkit 
 
 

4. Education Funding Agency (EFA) - Procedure for dealing with 
complaints against academies (version June 2012). 
http://media.education.gov.uk/assets/files/pdf/p/june%20efa_academie
scomplaintsprocedure_june12_4%200.pdf and see also 
http://www.education.gov.uk/aboutdfe/complaintsprocedure/a00208461
/academies 
 

 
 

 
 

 
 

 
Policy based on the legislation and guidance 
issued by the DCSF, DfE and EFA noted above at 
Appendix 4 and on the Wyke Sixth Form College 
appeals procedure (based on an Association of 
Colleges’ model). 
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