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http://www.acexcellence.co.uk/
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file:///C:/Users/Rozel%20Ridgway/OneDrive%20-%20Academy%20for%20Character%20and%20Excellence/ACE%20MAT/Academy%20Policies/Trust%20Policies/Policies%20signed%20off%20by%20StB/Complaints%20Policy%20January%2020%20-%20updated.docx%23_Toc29204325
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an expression of worry or doubt over an issue considered to be 

important for which reassurances are sought’

an expression of dissatisfaction however made, about actions 

taken or a lack of action
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• 

mailto:mashsecure@devon.gcsx.gov.uk
mailto:tscb@torbay.gov.uk
https://new.devon.gov.uk/educationandfamilies/child-protection/making-a-mash-enquiry
https://torbaysafeguarding.org.uk/
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• 

*complaints about the application of the behaviour policy can be 
made through the school’s complaints procedure which can be 
found on the school website.

• 

• 

• 

• 

mailto:Ladosecure-mailbox@devon.gcsx.gov.uk
https://new.devon.gov.uk/educationandfamilies/child-protection/managing-allegations-against-adults-working-with-children
mailto:John.edwards@torbay.gcsx.gov.uk
https://www.devon.go.uk/
mailto:earlyhelpnorthsecuremailbox@devon.gcsx.gov.uk
mailto:earlyhelpmideastsecuremailbox@devon.gcsx.gov.uk
mailto:earlyhelpsouthsecuremailbox@devon.gcsx.gov.uk
mailto:earlyhelpexetersecuremailbox@devon.gcsx.gov.uk
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.gov.uk/school-discipline-exclusions/exclusions
http://www.education.gov.uk/contactus
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Expected 

Behaviour of Parents and Visitors to a School”  
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Note: The Headteacher may delegate the investigation to another member of the school’s senior 
leadership team but not the decision to be taken. 
 

• 

• 
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• 

• 

• 
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Note: Complaints about staff conduct will not generally be handled under this complaints procedure. 
Complainants will be advised that any staff conduct complaints will be considered under staff 
disciplinary procedures, if appropriate, but outcomes will not be shared with them.  

• 

• 
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http://www.education.gov.uk/contactus
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Complaint heard by staff member 

• Ensure complaints co-ordinator informed of outcome 

Issue resolved Issue not resolved 

Complaint heard by Headteacher 

• Acknowledge receipt of complaint in writing, detailing process to be followed within 5 school days 

• Conduct an investigation of the complaint 

• Write to complainant with outcome of investigation usually within 10 school days 

• Ensure complaints co-ordinator informed of outcome 

Issue resolved Issue not resolved 

• Written request for a review of the complaint within 15 school days. 

Local Committee’s Complaints Panel meeting (with independent panel member) arranged 
within 15 school days of receiving a written request 

• Issue letter inviting complainant to meeting - minimum 5 school days’ notice 

• Issue letter confirming panel decision within 5 school days 

• Ensure complaints co-ordinator informed of outcome 
 

  

 

Issue resolved Issue not resolved 

Informal - 
Stage 1 

Formal - 
Stage 2 

Formal – 
Stage 3 

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.   
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