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Complaints Policy 
 

 

Date adopted by the Trust: December 2024 

Effec4ve from: October 2025 

Review Date: September 2027 

 

Introduc4on 

Fron5er Learning Trust (“the Trust”) is commiBed to providing an excellent sixth form educa5on in 
each of its schools.   

Consistent with this, the Trust will deal with concerns and complaints fairly, transparently and as 
expediently as possible.  This document explains the procedure for raising concerns and how we will 
respond.   The policy describes the informal and formal stages through which the Trust deals with 
concerns and complaints.  

A concern may be defined as ‘an expression of worry or doubt over an issue considered to be important 
for which reassurances are sought.’  

A complaint may be defined as ‘an expression of dissa7sfac7on however made, about ac7ons taken or 
a lack of ac7on’.  

It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage. 
Many issues can be resolved informally within the school/Trust, without the need to use the formal 
stages of the complaints procedure. The Trust takes concerns seriously and will make every effort to 
resolve the maBer of concern as quickly as possible.  

We understand however, that there are occasions when people would like to raise their concerns 
formally. In this case, the Trust will aBempt to resolve the issue internally, through the stages outlined 
within this Complaints Policy.  

Scope of Policy  

Any person, including students, parents or members of the public, may make a complaint to the Trust. 
Staff should make complaints via their line manager, suitable alterna5ve or through the Grievance 
Procedure if appropriate.  

Unless complaints are dealt with under separate statutory procedures, we will use this Complaints 
Policy. Complaints that are outside the scope of this policy include the following:  

Excep4ons Relevant Policy 
Admissions to schools For admissions, please refer to the Admissions Policy. 
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MaBers likely to require a Child 
Protec5on Inves5ga5on 

Complaints about child protec5on maBers are handled under 
our Safeguarding Policy and in accordance with relevant 
statutory guidance. 

If the complainant has serious concerns, they may wish to 
contact the Designated Safeguarding Lead who has 
responsibility for safeguarding within the Trust.  

Whistleblowing We have an internal whistleblowing procedure for all our 
employees, including temporary staff and contractors. 

The Secretary of State for Educa5on is the prescribed person 
for maBers rela5ng to educa5on for whistleblowers in 
educa5on who do not want to raise maBers direct with their 
employer. Referrals can be made at: 
www.educa5on.gov.uk/contactus. 

Volunteers who have concerns about our school should 
complain through this policy. The complainant may also be 
able to complain direct to the LA or the Department for 
Educa5on (see link above), depending on the substance of 
their complaint. 

Staff grievances Complaints from staff will be dealt with under the Trust’s 
internal grievance procedures.  

Staff conduct Complaints about staff may be raised through this policy but 
will be dealt with under the Trust’s internal disciplinary 
procedures, if appropriate. 

Complainants will be no5fied that the maBer is being 
addressed under the disciplinary procedure, however they 
may not be informed of any disciplinary ac5on taken against a 
staff member as a result of a complaint.  

Complaint about bullying  Complaints made against staff will be dealt with under the 
Bullying & Harassment Policy and procedure (Staff). 

Complaints made by a student against another student will be 
dealt with under the Bullying, Harassment & Peer-on-Peer 
Abuse Policy (students). 

Complaint about marks awarded for 
non-examined assessments (NEAs)  

Complaints will be dealt with under the NEA policy. 

 

How to raise a concern or make a complaint 

A concern can be raised in person, in wri5ng or by telephone. A complaint must be made in wri5ng, 
preferably by comple5ng the Complaint Form set out in the Appendix.  

A formal complaint must be made in wri5ng. To help us process complaints efficiently, accurately and 
securely, we strongly encourage complainants to complete the Complaint Form provided in the 
Appendix. Using the form helps ensure that all necessary informa5on is captured from the outset, 
allowing the Trust to handle the complaint promptly and fairly. If a complainant is unable to 

http://www.education.gov.uk/contactus
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complete the form or requires reasonable adjustments, the Trust will provide appropriate support to 
enable them to do so or accept the complaint in another format. 

Complaints under this policy should be made by sending the completed Complaint Form by email to 
complaints@fron5erlearningtrust.ac.uk.  

For ease of use, a template complaint form is included at the end of this policy. If the complainant 
requires help in comple5ng the Complaint Form, please contact 
complaints@fron5erlearningtrust.ac.uk 

We will consider making reasonable adjustments if required, to enable complainants to access and 
complete this Complaints Policy. For instance, providing informa5on in alterna5ve formats or holding 
mee5ngs in accessible loca5ons. 

Complainants should not approach individual governors or trustees to raise concerns or complaints. 
They have no power to act on an individual basis and it may also prevent them from considering 
complaints at Stage 3 of the procedure. 

Anonymous complaints 

We will not normally inves5gate anonymous complaints. However, the Principal/Headteacher or Chair 
of Trustees, if appropriate, will determine whether the complaint warrants an inves5ga5on. 

Time scales 

The complainant must raise the complaint within three months of the incident or, where a series of 
associated incidents has occurred, within three months of the last of these incidents. We will consider 
complaints made outside of this 5me frame only if excep5onal circumstances apply. 

Where the same or a similar concern/complaint is brought by more than one complainant, either 
individually or jointly, this may impact on our ability to adhere to the 5mescales within this procedure. 
If this happens, we will inform the complainant of a proposed new 5mescale. The Trust reserves the 
right to consider these concerns/complaints together through a single process. 

If other bodies are inves5ga5ng aspects of the complaint, for example the police, local authority, 
safeguarding teams or tribunals, this may impact on our ability to adhere to the 5mescales within this 
procedure or result in the procedure being suspended un5l those public bodies have completed their 
inves5ga5ons. If this happens, we will inform the complainant of a proposed new 5mescale. 

If a complainant commences legal ac5on against a school or college within the Trust, or against the 
Trust in rela5on to their complaint, we will consider whether to suspend the complaints procedure 
un5l those legal proceedings have concluded. 

Complaints received outside of term 4me 

We will consider complaints made outside of term 5me to have been received on the first school day 
aher the holiday period. 

Resolving Complaints  

At each stage in the procedure, the Trust wants to resolve the complaint and the form requests that 
the complainant outlines their desired resolu5on. If appropriate, we will acknowledge that the 
complaint is upheld in whole or in part. In addi5on, we may offer one or more of the following:  

• an explana5on 

mailto:complaints@frontierlearningtrust.ac.uk
mailto:complaints@frontierlearningtrust.ac.uk
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• an admission that the situa5on could have been handled differently or beBer  

• an assurance that we will try to ensure the event complained of will not recur 

• an explana5on of the steps that have been or will be taken to help ensure that it will not 
happen again and an indica5on of the 5mescales within which any changes will be made 

• an undertaking to review school policies in the light of the complaint 

• an apology 

Withdrawal of a Complaint 

If a complainant wants to withdraw their complaint, we will ask them to confirm this in wri5ng. 

Stage 1 - Informal stage 

It is hoped that most concerns can be resolved through discussion on an informal basis.  

If an individual has a concern, they should raise it in the first instance with the member of staff who 
has caused/is responsible for the area about which they have a concern. If the complainant is a student 
and the concern is with a teacher, then they may feel more comfortable talking with the head of 
department rather than with the teacher directly, which is also appropriate.  If the complainant has 
difficulty discussing a concern with a par5cular member of staff, they should consider discussing their 
concern with the relevant alterna5ve contact below. Personal tutors can also advise on who the best 
person to approach would be. Similarly, if the member of staff directly involved feels unable to deal 
with a concern, they will refer the complainant to another staff member. The staff member may be 
more senior but does not have to be. The ability to consider the concern objec5vely and impar5ally is 
more important. 

If the complainant is external to the College, then please contact recep5on and they will suggest who 
the complainant should contact.  Some other examples are shown in the table below.  

Example Who is best placed to 
address the concern 

Alterna4ve contact  

Student The teacher The teacher’s head of 
department 

Parent Personal tutor 
 

Head of year 

Neighbour 
 

Contact College recep5on SLT member 

Leings  Leings supervisor Estates Manager 

 

We will aim to deal with all concerns quickly and amicably. We will usually respond to a concern within 
10 school days of the date of receipt of the concern. If we are unable to meet this 5mescale, we will 
provide the complainant with an update and revised response date.   

If the issue remains unresolved, the next step is to make a formal complaint.   

Stage 2 - Formal complaint  
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If a maBer cannot be resolved informally or is too serious and/or urgent for an informal approach, 
please complete the  complaint form set out in the Appendix of this policy. Formal complaints must be 
made in wri5ng (preferably on the Complaint Form).  

When the complainant has completed the Complaint Form, they must send it by email in accordance 
with the above sec5on ‘How to raise a concern or make a complaint’.  

The Headteacher / Principal will record the date the complaint is received and will acknowledge receipt 
of the complaint in wri5ng (either by leBer or email) within two working days. The 
Principal/Headteacher will ask the complainant what outcome they would like to see to resolve their 
complaint, if this has not already been confirmed by the complainant in the completed Complaint 
Form.  

The  Headteacher / Principal will appoint an appropriate member of the school or college leadership 
team to inves5gate.  The Headteacher / Principal will delegate the inves5ga5on to another member of 
the school or college leadership team but not the decision to be taken. The inves5gator will consider 
evidence relevant to the complaint including: 

• The formal complaint 
• Any previous correspondence or documenta5on from the informal stage (where applicable) 
• A statement from the complainant 
• A statement from anyone who is the subject of the complaint 
• Any suppor5ng evidence  

The inves5gator may, if necessary, interview those involved in the maBer. The inves5gator will keep a 
wriBen record of any mee5ngs/interviews in rela5on to their inves5ga5on.  

The inves5gator will report their findings to the Headteacher / Principal who will then decide on the 
outcome or prompt further enquiry.  At the conclusion of the inves5ga5on, the Headteacher / Principal 
will usually provide the complainant with a formal wriBen response within 15 school days of the date 
of receipt of the formal complaint. If the Headteacher / Principal is unable to meet this deadline, they 
will provide the complainant with an update and revised response date.  

The response will confirm whether the complaint is dismissed or upheld in whole or in part.  The 
response will provide a full explana5on of the decision made and the reason(s) for it. Where 
appropriate, it will include details of the ac5ons the school or college will take to resolve the complaint. 
This may involve changes to behaviour and/or wider prac5ce within the school or college.   

The Headteacher / Principal will advise the complainant of how to escalate their complaint should they 
remain dissa5sfied with the outcome of Stage 2. 

If the complaint involves the Headteacher of Imperial College London Mathema5cs School (Imperial 
Maths School) or the Principal of Woodhouse College,  a suitably skilled governor will be appointed to 
complete all the ac5ons at Stage 2.  

If the complaint is about a member of the Local Governing Body, then the Chair of Trustees will be 
appointed to complete all the ac5ons at Stage 2.  

The Trust may also choose to appoint an external inves5gator to conduct an inves5ga5on and make a 
recommenda5on, if considered appropriate, but the decision would remain with the appointed 
governor.  
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Complaints about the Headteacher / Principal or member of the Governing Body must be made to the 
Clerk, via complaints@fron5erlearningtrust.ac.uk. 

If the complaint is: 

• jointly about the Chair and/or Vice Chair of the Local Governing Board;  
• about the en5re Local Governing Body; 
• about the majority of the Local Governing Body;  
• about a trustee of the Trust; or 
• about the Headteacher of Woodhouse College / CEO of the Trust  

Stage 2 will be escalated to the Trust. Please see the below sec5on ‘Complaints escalated to the Trust’.  

Stage 3 - Appeal 

If the complainant is not sa5sfied with the outcome of their complaint at Stage 2 or the way it was 
handled and wishes to take the maBer further, they can escalate the complaint to Stage 3.  

The complainant must email the Clerk at complaints@fron5erlearningtrust.ac.uk within 15 school days 
of the date on which they were no5fied of the outcome.  Requests to escalate the complaint to Stage 
3 received outside of this 5meframe will only be considered if excep5onal circumstances apply. The 
complainant should state the reason for their appeal and what in their view would resolve the maBer 
sa5sfactorily within the 5meframe.  Poten5al reasons for appeal may be as follows: 

• The procedure – i.e. how procedural irregulari5es prejudiced the decision. 
• The facts – i.e. how the facts do not support the decision or were misinterpreted or 

disregarded, or if there is any new evidence to be considered. 
• The proposed ac5on – i.e. how the proposed ac5on is inappropriate given the circumstances 

of the case. 

The Clerk will record the date the appeal is received and acknowledge receipt of the appeal in wri5ng 
(either by leBer or email) within two school days.  

The Clerk will convene a panel to hear the appeal within 15 school days of receiving the complainant’s 
email.  If this is not possible, the Clerk will provide an an5cipated date and keep the complainant 
informed. The Clerk will the no5fy the complainant of the date, 5me and venue of the appeal hearing 
and will request copies of any further wriBen material to be submiBed to the panel at least 5 school 
days before the mee5ng. The panel will not accept, as evidence, recordings of conversa5ons that were 
obtained covertly and without the informed consent of all par5es being recorded. The panel will also 
not review any new complaints at this stage or consider evidence unrelated to the ini5al complaint.  
New complaints must be dealt with at Stage 1 of the procedure.  

If the complainant rejects the offer of three proposed dates, without good reason, the Clerk will decide 
when to hold the mee5ng. It will then proceed in the complainant’s absence on the basis of wriBen 
submissions from both par5es, if provided.  

If the complaint is about the Principal of Woodhouse College or Headteacher of Imperial Maths School, 
the panel will consist of three people who were not directly involved in the maBers detailed within the 
complaint with one panel member who is independent of the management and running of the 
school/college that is subject to the complaint. Two members will be from the governing body of the 
school/college that is subject to the complaint, and the third member will be from the governing body 
of another school/college within the Trust or will be an external, independent panel member.  

mailto:complaints@frontierlearningtrust.ac.uk
mailto:complaints@frontierlearningtrust.ac.uk
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If the complaint is about a member of the Local Governing Body (including the Chair), then the panel 
will consist of three trustees who were not directly involved in the maBers detailed within the 
complaint.  

If the complaint is about the Chair or Vice Chair of the Local Governing Body, the majority or en5rety 
of the Local Governing Body, Principal of Woodhouse College / CEO of the Trust, a trustee, or the Chair 
of the Trust Board, please refer to the below sec5on, ‘Complaints escalated to the Trust.’   

The panel will not reinves5gate or rehear the original complaint, unless the panel considers it 
appropriate to do so in the circumstances. The panel will review the outcome of the complaint and the 
process followed under Stage 2 and decide whether:  

• the outcome is reasonable based on the evidence provided under Stage 2; and  
• whether the correct process was followed under Stage 2, and if not, whether this would have 

significantly changed the outcome of the complaint.  

Copies of any paperwork will be distributed to all those aBending the appeal at least 5 school days 
before the appeal takes place.  If the complainant would like to be accompanied  at the appeal hearing, 
they may bring a friend or family member along to provide support. They should inform the Clerk of 
this in advance of the appeal hearing.  Legal advisors or representa5ves of the media are not allowed 
to aBend.   

An appeal will follow these stages: 

a. The appeal hearing will take place in private and in person. Electronic recordings of 
mee5ngs or conversa5ons are not normally permiBed unless a complainant’s own 
disability or special needs require it. Prior knowledge and consent of all par5es 
aBending must be sought before recording any mee5ngs or conversa5ons. Consent 
will be recorded in any minutes taken.  

b. The complainant will be invited to state their formal complaint and set out the grounds 
for their appeal against the outcome or the way it was handled. 

c. The  decision maker at Stage 2 will explain the decision taken.   
d. The Chair or other panel members may seek clarifica5on aher each statement. 
e. The panel will adjourn the appeal hearing and will make a decision regarding the 

complaint based on all evidence presented. The panel can:  
• Uphold the appeal in whole or in part 
• Dismiss the appeal in whole or in part  

 
If the appeal is upheld in whole or in part, the panel will: 

• Decide on the appropriate ac5on to be taken to resolve the complaint 
• where appropriate, recommend changes to the school/college’s systems or 

procedures to prevent similar issues in the future.  
 
The Chair of the Panel will provide the complainant and the relevant school/college with a full 
explana5on of their decision and the reason(s) for it, in wri5ng, within 5 school days of the appeal 
hearing. If this is not possible, the Chair of the Panel will provide an an5cipated date and keep the 
complainant informed. The Panel will ensure that the wriBen outcome of Stage 3 will be sent by email 
or otherwise given to the complainant, and where relevant, the person complained about. The findings 
and recommenda5ons will be available for inspec5on on the school/college premises by the head 
teacher and Trust.  
 



 

 8 

The leBer to the complainant will include details of how to contact the Department of Educa5on if 
they are dissa5sfied with the way their complaint has been handled. 
 
A wriBen record will be kept of all complaints, and of whether they are resolved at the formal stage or 
proceed to an appeal hearing, along with what ac5ons have been taken, regardless of the decision. 
 
All correspondence statements and records rela5ng to individual complaints will be kept confiden5al, 
except where the Secretary of State or a body conduc5ng an inspec5on under sec5on 109 of the 
Educa5on and Skills Act 2008 requests access to them. 
 
This is the final stage of the complaints procedure.  
 

Complaints escalated to the Trust 

If the complaint is escalated to the Trust or if a complainant wishes to complain about the Trust 
(including any Trustee or CEO), then the complaint should be sent to 
complaints@fron5erlearningtrust.ac.uk in accordance with the above sec5on ‘How to raise a concern 
or make a complaint’. 

The Clerk will write to the complainant acknowledging the complaint within two school days of the 
date that the wriBen complaint was received. The acknowledgement will confirm that the complaint 
will now be inves5gated under Stage 2 of this policy and will confirm the date for providing a response 
to the complainant.  

The process will follow the same stages as for a formal complaint outlined above except that the 
complaint will be inves5gated and decided by:  

• the Chair of Trustees (if the complaint relates to the Chair and/or Vice Chair of the Local 
Governing Body, the en5rety or majority of the Local Governing Body); or  

• the Chair of Trustees (if the complaint relates to the Principal of Woodhouse College/CEO of 
the Trust or Trustee); or 

• an external inves5gator (if the complaint relates to the Chair of Trustees, the majority or 
en5rety of the Trust Board).  

The inves5gator will follow the same process outlined above at Stage 2. The inves5gator will inform 
the complainant of the outcome in wri5ng within 15 school days. Where the Chair of Trustees has 
inves5gated the complaint, they will write the leBer of outcome to the complainant and provide a copy 
to the CEO. 

If the complainant is not sa5sfied with the outcome of Stage 2, they should, within 15 school days of 
the decision, email  the Clerk to the Trust at complaints@fron5erlearningtrust.ac.uk    sta5ng the 
reason for their appeal and asking for the appeal to be heard before a Complaint Panel. Requests 
received outside this 5me frame will only be considered if excep5onal circumstances apply.  

The Clerk will record the date the appeal is received and acknowledge receipt of the appeal in wri5ng 
(either by leBer or by email) within two school days.  

The Clerk will follow the same process as outlined above at Stage 3. The Complaint Panel will consist 
of three members of the Trust Board. None of the three members of the panel will have been involved 
in the incidents or events which led to the complaint, or have been involved in dealing with the 
complaint in the previous stages, or have any detailed prior knowledge of the complaint.  One of the 

mailto:complaints@frontierlearningtrust.ac.uk
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Complaint Panel members will be independent of the management and running of the Trust. This 
means that the independent Complaint Panel member will not be a Trustee or an employee of the 
Trust.  

If the complaint is about the Chair of Trustees and/or the majority or en5rety of the Trust Board, 
Stage 3 will be heard by a completely independent commiBee panel. __________________ 

 

 

Summary of the complaints and appeals process. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Stage 1 

Concern 

Concern raised directly to appropriate staff member. 

How?  In person, email, phone. 

Who?  Class teacher, head of year, head of subject or SLT 
members  

When?  Most issues are sorted quickly and informally.  

Stage 2 

Complaint  

Informal approach did not resolve issue or is inappropriate 

How?  Complete complaints form Appendix 1  

Who?   complaints@fron5erlearningtrust.ac.uk  

Outcome?  15 school days of receipt of the complaint (where 
possible) 

Stage 3  
Appeal  

Stage 2 outcome not sa5sfactory 

How?  Complete Appeal form Appendix 2 Explain why you 
think the complaint is unresolved    

Who?  complaints@fron5erlearningtrust.ac.uk 

When?  Most appeals responded to in 5 school days of the 
appeal hearing (where possible) 

mailto:complaints@frontierlearningtrust.ac.uk
mailto:complaints@frontierlearningtrust.ac.uk
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Further notes on dealing with complaints. 

Publicity 

The complainant will receive a more effec5ve response to the complaint if they refrain from publicising 
the details of their complaint on social media, or other forms of broadcast or published media, and 
respect confiden5ality.  

Further complaints following the appeal stage 

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 
du5es under educa5on law, they can contact the DfE aher they have completed Stage 3.  

The DfE will not normally reinves5gate the substance of complaints or overturn any decisions made 
by the Trust. They will consider whether the Trust has adhered to educa5on legisla5on and any 
statutory policies connected with the complaint and whether they have followed Part 7 of the 
Educa5on (Independent School Standards) Regula5ons 2014.  

The complainant can refer their complaint to the Department of Educa5on online at: 
hBps://www.gov.uk/complain-to-dfe or by wri5ng to: 

Ministerial and Public Communica5on Division 
Department for Educa5on 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 

Why a complaint may not be dealt with by this procedure 

The Trust may refuse to consider a complaint under this procedure under the following circumstances:  

• A complaint which is re-submiBed or re-submiBed with only minor changes which has 
already been inves5gated and decided under the procedure.  

• A complaint submiBed outside the 5mescale set out above, provided there are no 
excep5onal circumstances. 

• A complaint which is false, frivolous, vexa5ous or malicious. This could include complaints 
which are harassing or pursued in an unreasonable manner or those which are non-
meritorious and/or seek unreasonable outcomes. 
 

Policy review 

The policy will be reviewed every two years with any proposed changes to be agreed by the Trust.     

https://www.gov.uk/complain-to-dfe
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Appendix 1 

Fron%er Learning Trust complaints form. 

Complete the top sec4on of this form for all formal complaints.  
 
School name (circle as appropriate)          

 

         
   Woodhouse College             
                       
   Imperial Maths School 
 
   Fron5er Learning Trust 
 
 

Your name 
 

 

Name of student (if applicable) 
 

 

Your rela5onship to the student (if 
applicable) 

 

Contact email address 
 

 

Contact phone no.  
 

 

Address 
 

 

Details of your complaint 
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Have you raised this informally?  If yes, what happened and state the reason this was not a 
sa5sfactory solu5on? 
 
 
 
 
 
 
 
What ac5on would you like to be taken to resolve the maBer?  
 
 
 
Are you aBaching any evidence? If so, please give details.  
 
 
 
 
 
 

 

Signature: 
 
Date: 

Official use 

Date acknowledgement sent: 
 
By whom:  

Complaint referred to: 
 
Ac4on taken:  

Date:  
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Appendix 2 

Fron%er Learning Trust Appeal form. 

 

Appeal Form 
 
School name (circle as appropriate)          

 

         
 Woodhouse College               
                        
Imperial Maths School 
 
Fron5er Learning Trust 
 

Your name 
 

 

Name of student (if applicable) 
 

 

Your rela5onship to the student (if 
applicable) 

 

Contact email address 
 

 

Contact phone no.  
 

 

Address 
 

 

Who inves5gated your complaint and provided an outcome under Stage 2? 
 
 
 
  
 
 
What was the outcome?  What solu5ons were suggested?  What ac5on has been taken so far?   
 
 
 
 
 
 
 
State the reason this is not sa5sfactory for you. 
 
 
 
What ac5on would you like to be taken to resolve the maBer? 
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Are you aBaching any evidence? If so, please give details.  
 
 
 
 
 
 

 

Signature: 
 
Date: 

Official use 

Date acknowledgement sent: 
 
By whom:  

Complaint referred to: 
 
Ac4on taken:  

Date:  
 
 
 

 


