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COMPLAINTS PROCEDURE 

 (including Allegations Against Staff) 
 

INTRODUCTION 
 
This policy sets out the framework for how complaints are managed within all the schools in the Bordesley 
Multi Academy Trust.  The Trust reserve the right to alter this process, in exceptional circumstances. 
 
The schools within the Bordesley Multi Academy Trust comprise of Holyoakes Field First School, Birchensale 
Middle School and Trinity High School & Sixth Form Centre. 
 
The Trust’s complaints procedure is for parents, carers and members of the public to use to make 
complaints about any School or Local Governing Body within the Trust. It is expected that the concern or 
complaint will be directed to the school the concern or complaint relates to. 
 
Within our Trust, we value our relationship with parents, carers and our local community. We are happy to 
receive suggestions and comments on what goes on within our academies. This can help us to identify areas 
of success and where we can make improvements. We believe it is important that anyone who raises a 
concern is treated seriously and that their concerns and complaints are dealt with promptly, courteously 
and fairly.  
 
People are encouraged to make their concerns known to staff in the Academy so that they can be addressed 
in partnership. Usually, concerns can be dealt with informally and can be resolved satisfactorily through 
discussion. Occasionally, a concern cannot be resolved in this way and it may become a complaint.  
 
When someone raises an issue, it may be easily resolved by the person contacted. Sometimes, this will not 
be possible and they will refer the matter to someone else. Before doing so, some details will be recorded 
about the concern and the person raising it (name, nature of the concern, date, contact address or phone 
number). An idea will be given of when a response can be expected. The day to day running of the school 
is the Headteacher or Head of School’s responsibility, so all concerns about this will be referred to the 
Headteacher or Head of School.  
 
Every effort will be made to resolve the matter informally. However, if this is not possible the person may 
wish to take the matter further. The person should be given clear information about how to proceed along 
with a copy of this procedure. 
 
For the purpose of this document:  

a) The Bordesley Multi Academy Trust is referred to as The Trust;  
b) School refers to all Schools within the Trust;  
c) Pupils or Students refers to all pupils or students being educated or on site at any one of the schools 

within the Trust 
 
It is a requirement of the Education (Independent School Standards) Regulations 2010 that a compliant 
procedure is in place for all the Schools within the Trust. 
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A copy of this policy will be available on the Bordesley MAT website.  Also, a link from each school’s website 
will direct you to this policy. 
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COMPLAINTS PROCEDURE 

 (including Allegations Against Staff) 
 
 
POLICY 
 
Each School will have a nominated Complaints Co-ordinator. 
  
STAGE 1 – GUIDELINES FOR DEALING WITH CONCERNS AND COMPLAINTS INFORMALLY  
  
Complainants may register their concerns either verbally or in writing by letter or by use of a complaint 
form, see Annex B.  If the member of staff first contacted cannot immediately deal with the matter, he or 
she must make a clear note of the date, name, contact address and phone number and brief details of the 
concern.  This information must be relayed to the Complaints Co-ordinator at the earliest opportunity, and 
a check made later to make sure action is being taken and that the complaint has been recorded in the 
school’s complaints log, which is held by the Headteacher’s PA.  
  
The complainant will be provided with an opportunity to discuss their concern with an appropriate member 
of staff, who clarifies the nature of the concern, the outcome the complainant is seeking, and gives 
reassurance that the school will treat it seriously.  
  
If there are specific allegations against staff then please see Annex C.  
  
The Complaints Co-ordinator will identify the appropriate complaint procedure and either investigate 
himself, or nominate an appropriate colleague to do so.  The Co-ordinator will make sure the complainant 
is clear what action (if any) or monitoring of the situation has been decided on, only putting this in writing 
if this seems the best way to make things clear.  
  
Where no satisfactory solution has been found within 10 working days at the latest, the Complaints Co-
ordinator will ask the complainant if they wish their concern to be registered formally.  
  
STAGE 2 – FORMAL REFERRAL TO THE HEADTEACHER  
  
If the concerns relate to the Headteacher, or the Headteacher has been so involved as not to be impartial, 
the complainant must be advised to contact the Chair of the Governing Body.  
  
The Chair will decide if they wish to have support.  Where the Headteacher has acted as Complaints Co-
ordinator at Stage One, another senior member of staff may be designated to collect some of the 
information from the parties involved, or another senior member of staff may be nominated to be the 
Investigator.  

  
The complaint should be submitted in writing, either by letter or by completion of the Trust’s complaint 
form, Annex B.  The complainant will be made aware of the assistance available.  
  
The investigator will acknowledge the complaint in writing within three working days, providing a brief 
explanation of the school’s complaint procedure, their own name and telephone number, and a target date 
for providing a response – this should normally be within 10 working days.  If there is any delay, a written 
explanation and revised target date will be sent.  
  
The investigator will provide an opportunity for the complainant to meet him or her, to supplement or 
explain any information provided previously.  Every effort will be made to arrange a time and date 
convenient to the complainant, with a minimum three days’ notice.  The invitation will make it clear that 
they are welcome to be accompanied by a friend, relative, representative or advocate, to speak on their 
behalf and that interpreting facilities are available if needed.  The venue will be suitable to those with 
special needs, ie. wheelchair access, hearing loop.  
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The investigator will interview witnesses and take statements from those involved.  If the complaint centres 
around a student, the student should also be interviewed.  Students will normally be interviewed with 
parents/carers present.  In some situations, circumstances may prevent this, ie. where this would seriously 
delay the investigation of a serious/urgent complaint, or where particular circumstances mean that a 
student has specifically said he or she would prefer that they are not present.  In such circumstances 
another member of staff with whom the student feels comfortable must be asked to attend.  
  
Written records of the complaint, the process of investigation, meetings, telephone conversations and 
other documents will be kept for two years.  These are confidential to the school, but will be the basis of a 
report of the investigation if the complainant requests one.  

  
Once all the relevant facts have been established, the Headteacher or designate will produce a report and 
a written response to the complainant.  It may be best to meet the complainant to discuss the outcome 
and resolve any outstanding concerns.  In any event, the complainant should be offered the opportunity 
to meet with the investigator to discuss the outcome.  
  
The written response will include:  
  

 A full explanation of the decision reached and the reasons for it, including clarification of any 
misunderstandings by any of the parties involved.  

 Where applicable, what action the school will take to address the complaint and prevent 
recurrence, which might include an undertaking to review school policies.  

 An apology if appropriate (an admission that the situation could have been handled differently or 
better is not the same as an admission of any negligence).  If there is a possibility of a claim for 
compensation or of legal action being brought, advice will be sought on the wording of the letter.   

 Information on how and the timescale for requesting a review by the governing body if they are 
not satisfied with the outcome.  

 
STAGE 3 – REVIEW BY THE CEO 
 
If the Complainant is unsatisfied with the outcome of the complaint under Stage 2 of this Complaints Policy, 
the Complainant may write to the Trust’s CEO asking for the complaint to be reviewed, within five school 
days of receiving the letter confirming the outcome following Stage 2. The Complainant should not repeat 
the matters raised in their original letter or attach documentation already provided, but should clearly set 
out how and why the Complainant does not accept the findings made under Stage 2. 
 
The Complainant’s letter will be acknowledged within five school days of receipt. The acknowledgement 
letter will confirm the date that the formal complaint was received, the action to be taken and the specified 
time limit.  
 
The CEO will be provided with all documentation relating to the complaint within five school days of receipt 
of the letter requesting a review under Stage 3, including the record of the Stage 1 informal procedure (if 
applicable), the original letter of complaint or Complaint Form, any documentation provided by the 
Complainant with their complaint, all investigation records under Stage 2, and the letter of outcome under 
Stage 2.  
 
The Chair of Local Governors will review all of the documentation received and consider the matters raised 
in the complaint and the investigation carried out under Stage 2. The CEO will only speak to the persons 
involved in the matters raised to clarify matters which were not confirmed during the Stage 2 investigation, 
if believed necessary. Where the CEO does speak to a student or a member of staff whose conduct is in 
issue, they will be accompanied as outlined under Stage 2.  
 
If the CEO deems it to be appropriate in relation to the matters raised, the Complainant will be offered a 
meeting to discuss the issues raised. If a meeting is deemed appropriate, it will usually take place after the 
review has been completed with the aim of reaching a mutually acceptable resolution. 
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The CEO will write to the Complainant confirming the outcome of the review within twenty school days 
from the date that the request for a review was received. The letter will set out whether the CEO agrees 
with the findings and conclusion under Stage 2, and give reasons, as well as responding to any criticisms of 
the Stage 2 investigation.  
 
The letter will inform the Complainant that, if they are unsatisfied with the outcome of the Stage 3 review, 
they should write to the Clerk to the Trustees within five school days of receipt of the letter requesting a 
Complaint Panel Hearing under Stage 4 of this Complaints Policy.  
 
Where the request for a review was received during a school holiday or within twenty days from the end 
of a term or half term, the CEO will endeavour to expedite the review wherever possible.  
 
STAGE 4 – COMPLAINT PANEL HEARING  
  
A request to review a complaint investigation should be made in writing to the Clerk to the Trustees, within 
five school days of receipt of the outcome letter following stage 3. 
  
The Clerk to the Trustees will write to the complainant within three working days, to acknowledge receipt 
of the review request, to confirm the grounds on which a review will be considered and request that written 
details of the grounds for the review be received within 28 days of the outcome letter.  These grounds are 
limited to:  
  

 A claim that material information was not taken into account in investigating the complaint.  

 A claim that procedures have not been properly applied in handling the complaint.  

 A claim that there has been an incorrect interpretation of school policy.  
 

The Complaint Panel will consist of three Trustees and who have not previously been involved in the 
complaint.  The panel will select its own chair.  
  
If he/she has not previously been involved, the Chair of the Trustees should chair the panel otherwise the 
Vice-Chair should do it.  The Headteacher, or others involved in the original investigation should not have 
a place on the panel.  If the complaint is from a parent, Trustees will bear in mind the advantage of having 
a parent governor on the Panel and will also be sensitive to uses of race, gender and religious affiliation, to 
ensure a fair and balanced hearing of the case.  
  
The clerk convenes the Complaints Panel within 28 days of receipt of the appeal and at the same time 
provides panel members with copies of all relevant correspondence and documentation.  If this is 
extensive, the Chair of the Panel should prepare a thorough summary of the other members.  
  
The complainant, Headteacher and other witnesses are given a minimum of five working days’ notice of 
the appeals hearing.  The complainant is advised of their right to bring a friend or representative, or to be 
represented by someone of their choice.  
  
The Panel meeting will be kept as informal as possible, particularly when the complainant attends in person.  
A round table type of meeting will be adopted where possible.  
  
The outcome of appeals may be to:  

  

- Uphold the result of the original investigation, in which case a full explanation will be given.    

- Find the complaint was justified and overturn the original decision.  In this case the Review Panel will 
issue an apology and if the provision of a service or other remedial action is required, will ensure this is 
put in hand quickly and consider implications for procedures, staff training etc.  If there is a possibility 
of a claim for compensation, or of legal action being brought, the Review Panel will seek legal advice 
on the on the wording of the letter.  
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- Find there has been no malpractice or failure of service, but that policies or resources did not permit 
what the complainant wanted.  In this case, the Review Panel will consider whether or not it is 
appropriate for the policy or allocation of resources to be reviewed and give a full explanation of what 
action will be taken.  

- The Chair of the Panel will notify the complainant in writing of the outcome and advise them of any 
right of further appeal, ie. to the Secretary of State.  
 
   

MONITORING AND REPORTING  
  
The Investigator will record the outcome and identify who is responsible for carrying out and monitoring 
any recommended action in the school’s complaints log.  
  
The Headteacher will produce a regular analysis of complaints received for the Governing Body.  
 
 
MANAGING SERIAL AND UNREASONABLE COMPLAINTS 
 
Please refer to our Policy for Managing Serial and Unreasonable Complaints (Annex E). 
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Annex A 
FLOW CHART FOR COMPLAINTS RAISED AT BORDESLEY MAT 

  
Concerns/enquiries/requests for action 

 

↓ 

↓ 
INFORMAL 

Stage 1 
 
1. Concerns addressed 

and resolved 
informally – END 
 

2. Complainant 
dissatisfied with 
decision and is 
referred to 
Headteacher 
(informal 
complaint). 

 
↓ 

 
3. Headteacher 

addresses concerns 
and issues resolved 
informally – END  
OR  
Parent decides not 
to pursue formal 
complaint – END 
 

4. Headteacher does 
not uphold 
complaint, but 
parent dissatisfied 
and pursues formal 
complaint.  
OR  
Headteacher 
considers there is 
need for issue to be 
considered through 
formal complaint 
procedure. 

FORMAL 
Stage 2 

 
1. Headteacher (or 

Chair if complaint is 
against 
Headteacher) 
ascertains facts and 
considers issues 
raised. 

 
2. Headteacher/Chair 

identifies which 
procedure is 
appropriate 

 
3. Headteacher/Chair 

or nominated 
member of staff 
investigates 
complaint and takes 
action – parent 
satisfied at outcome 
– END. 

 
4. Headteacher/Chair 

does not uphold 
complaint – parent 
dissatisfied and 
requests a review 

REFERRAL TO CEO 
Stage 3 

 
1. CEO ascertains 

facts and reviews 
the complaint  

 
2. If appropriate the 

CEO will meet with 
the parent to find 
a mutually 
acceptable 
resolution 

 
3. CEO confirms 

outcome of the 
review in writing – 
parent satisfied 
out outcome – 
END 

 
4. CEO does not 

uphold complaint – 
parent dissatisfied 
and appeals 

APPEAL 
Stage 4 

 
1. Parent appeals to Chair 

of Trustees  
 
2. Chair of Trustees:-  

 
a. Checks appropriate 

procedure to 
follow.  

b. Call Complaints 
Sub-Group of 
Trustees 

c. Acknowledges and 
records complaint. 

d. Briefs key 
personnel.  

e. Arranges meeting 
to hear complaint 
and findings of 
investigating 
officer.  

f. Notifies 
complainant (and 
other key 
personnel) of 
outcome 

 
3. Trustees uphold 

complaint and take 
action, complainant 
satisfied at outcome – 
END.  
OR 
Trustees do not uphold 
complaint – 
complainant 
dissatisfied. Chair of 
Trustees advises 
complainant of any 
right of appeal to 
external body e.g. 
Secretary of State 

 

 

Raised with class teacher or Deputy Headteacher who ascertains facts and seeks to resolve. 
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Annex B 

BORDESLEY MAT 

  

SCHOOL COMPLAINTS PROCEDURE 

COMPLAINT FORM 

 

If there is anything which makes it difficult for you to tell us about your complaint, for example if English is 
not your first language, please tell us so that we can help you.  
  

Data Protection Act 1998  

The personal data that you provide will be used for the purposes of investigating your complaint and for 

producing statistical data, to enable the school’s management to monitor access to and the effectiveness 

of the school’s complaint procedure.  The information you give will be held securely and in confidence.  

 

Please complete and return to the Headteacher who will acknowledge receipt and explain what action 

will be taken. 

 

First Name:   

Surname: (Mr/Mrs/Miss/Ms/Other) 

Address:  

Post Code:  

Daytime Telephone Number:  

Evening Telephone Number:  

If your complaint relates to a student, please provide: 

Student’s Name:  

Relationship to student:  

 

Please give details of your complaint: 

 

 

 

 

 

 

 

 

 

What action, if any have you already taken to try to resolve the complaint|?  (Who did you speak to and 

what was the response?): 
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What would you like us to do to make improvements to put things right? 

 

 

 

 

 

 

 

 

 

 

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

 

 

 

 

 

 

 

 

 

 

Signature:  

Date:  

Please also complete and return the attached Equal Opportunities monitoring form 

 

 

FOR OFFICE USE ONLY  

Date received:  

Date acknowledgement sent:  

By who:  

Date complaint logged:  

By who:  

Complaint referred to:  

Date:  
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BORDESLEY MAT 

COMPLAINT FORM 

  

Equal opportunities monitoring  
 
Data Protection Act 1998  
The Personal Data that you provide will be used for the purpose of monitoring that all groups of people 
are able to access and use the complaints procedure and that we treat people fairly.  The information that 
you give will be held securely and in confidence.  
  
This information will not affect the way in which your complaint is handled.  When you have filled in this 
form, please return it either with your complaint form, or if you prefer, after your complaint has been 
dealt with.  
 

GENDER: are you Female  Male  

What aged group do you fit into? Please tick one box only 

Under 16  16-24  25-34  35-49  50-64  65-79  80+  

What is your ethnic group?  Choose one section from (a) to (e) and then tick the ox that best described 
your cultural or ethnic background 

(a) White 

□ British  

□ Irish 

□ Any other white background (please write 

 below) 
  
 ……………………………………………………………… 

(b) Mixed 

□ White & Black Caribbean 

□ White & Black African 

□ White & Asian 

□ Any other mixed background (please write 

 below) 
 
 ………………………………………………………………. 
 

(c) Asian or Asian British 

□ Indian 

□ Pakistani 

□ Bangladeshi 

□ Any other Asian background (please write 

 below) 
 
 …………………………………………………………….. 
 

(d) Black or Black British 

□ Caribbean 

□ African 

□ Any other Black background (please write 

 below) 
 
 ……………………………………………………………… 

(e) Chinese or other ethnic group 

□ Chinese 

□ Any other (please write below) 

 
 …………………………………………………………….. 
 

 

Do you consider yourself to be disabled or to have a long term health condition?    Yes □    No  □ 
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Annex C  

BORDESLY MAT 
  

Specific Allegations  
  
Dealing with Allegations of Abuse against Teachers and Other Staff  
  
It is essential that any allegation of abuse made against a teacher or other member of staff or volunteer in 
an educational environment is dealt with fairly, quickly, and consistently, in a way that provides effective 
protection for the child and at the same time supports the person who is subject to the allegation. It is 
important that staff, students and parents/carers are able to raise concerns and are listened to and taken 
seriously.  
 
Allegations made to the Academy  
  
Where an allegation is made to, or by, a member of staff it should be reported immediately to the 
Headteacher. If the allegation involves the Headteacher it should be reported directly to the Chair of 
Governors. In the absence of the Headteacher, the allegation should be reported to the Deputy 
Headteacher, unless the allegation is about the Deputy Headteacher, in which case it should be reported 
directly to the Chair of Governors. If the allegation meets any of the following criteria, the 
Headteacher/Chair of Governors should report it to the Local Authority (LA) designated officer on the same 
day:  
  

 A member of staff has behaved in a way that has harmed a child, or may have harmed a child  

 A member of staff has possibly committed a criminal offence against or related to a child  

 A member of staff has behaved towards a child or children in a way that indicates he or she is 
unsuitable to work with children.  

  
The Headteacher, via consultation with the Named Person for Child Protection and the Chair of Governors, 
will make a decision whether or not the member of staff should continue to work with children during the 
investigation. The Academy is mindful of the need to safeguard and protect children’s welfare whilst also 
protecting the adult’s right to protection against false allegation.  
  
Suspension will be considered in any case where:  
 

 there is cause to suspect a child is at risk of ‘significant harm’  

 the allegation warrants investigation by the Police, or is so serious that grounds for dismissal are 
being considered. Suspension will not be automatic; the Academy will consider whether the result 
that would be achieved by suspension could be obtained by alternative arrangements. The power 
to suspend is vested in the Headteacher and the Governing Body  

 
Record Keeping  
  
It is important that a clear and comprehensive summary of any allegations made be retained in the 
member of staff’s confidential personnel file. This summary should include:  
 

 details of how the allegations were followed up and resolved  

 a note of any action taken  

 decisions reached  
  
A copy should be provided to the member of staff concerned. The summary should be retained at least 
until the member of staff has reached normal retirement age or for a period of 10 years from the date of 
the allegation if that is longer.   
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Allegations made to the Police or Children’s Social Care  
  
If an allegation is made to the Police it should be reported to the designated officer who in turn should 
inform the LA designated officer.  
  
If the allegation is made to Children’s Social Care, the person who receives it should report it to the LA 
designated officer.  
  
Initial Consideration  
  
The LA designated officer will discuss the matter with the Headteacher and obtain further details of the 
allegation and the circumstances in which it was made. The Headteacher should also consider whether 
there is evidence/information that establishes that the allegation is false or unfounded.  
  
If the allegation is patently not false and there is cause to suspect that a child is suffering, or is likely to 
suffer significant harm, the LA designated officer will immediately refer to Children’s Social Care and ask 
for a strategy discussion to be convened immediately.  
  
If there is no cause to suspect significant harm is an issue, but a criminal offence might have been 
committed, the LA designated officer should immediately inform the Police and convene a similar 
discussion to decide whether a Police investigation is needed. That discussion should also involve the 
Academy and any other agencies involved with the child.  
  
Even in the case where an allegation appears to be less serious, it is important that the LA designated 
officer is informed. An allegation may be considered so serious that there will be immediate referral to 
Children’s Social Care and/or the Police.  
  
Action following Initial Consideration  
  
Where the initial consideration decides that the allegation does not involve a possible criminal offence, the 
employer must deal with the matter. If the nature of the allegation does not require formal disciplinary 
action, the Headteacher will institute appropriate action within three working days.   
  
If a disciplinary hearing is required and can be held without further investigation, the hearing should be 
held within 15 working days.  
  
Where further investigation is required to inform consideration of disciplinary action, the Headteacher will 
discuss with the LA designated officer who will undertake the necessary action. In some circumstances it 
may be appropriate for the disciplinary investigation to be conducted by a person who is independent of 
the Academy.  
  
The investigating officer should aim to provide a report to the employer within 10 working days. On receipt 
of the report of the disciplinary investigation, the Headteacher and Chair of Governors should consult the 
LA designated officer within two working days to decide whether a disciplinary hearing is needed. If such 
a hearing is required, it should be held within 15 working days.  
  
Where Children’s Social Care has undertaken enquiries to determine whether the child or children are in 
need of protection, the Headteacher and Chair of Governors should take account of any relevant 
information obtained in the course of those enquiries when considering disciplinary action. The LA 
designated officer should continue to liaise with the Academy to monitor progress of the case and provide 
advice/support when required/requested.  
  
In the case of the allegation being made against a supply teacher, or a contractor, or a volunteer from a 
voluntary organisation, the Academy may not be involved in disciplinary procedures, but will be involved 
and cooperate in an investigation. This investigation will reach a decision whether to continue to use the 
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person’s services, or to provide the person for work with children in the future, and whether to report to 
the Department for Children, Schools and Families (DCSF).  
  
Supporting those involved  
  
Parents or carers of a child or children involved should be advised of any allegation/s as soon as possible. 
Parents/carers should also be kept informed regarding progress on the case and should be informed of the 
outcome where there is a criminal prosecution or a disciplinary hearing.  
  
The Academy should also inform the person who is the subject of the allegation and provide regular 
updates on the status of the case to that person. If the Police or Children’s Social Care are involved, the 
Headteacher will not do this until advised to do so by these agencies.  
  
Any child/children making an allegation against a member of staff, will be offered a ‘support person’ from 
within the Academy who is impartial to the formal proceedings. Where the allegations are unfounded, the 
Academy will not necessarily take the view that the allegations were false. Behaviour may have been 
misinterpreted. In this case, the LA designated officer should refer the matter to Children’s Social Care to 
determine whether or not the child concerned is in need of support from external services, or may have 
been abused by others. The Academy will continue to provide support to child/children in these 
circumstances. Any member of staff facing an allegation will be offered a ‘support person’ from within the 
Academy who is impartial to the investigation.  
  
Confidentiality  
  
Every effort must be made to guard confidentiality and to protect against any undue publicity.  
  
Resignations and ‘Compromise Agreements’  
  
Allegations must be investigated even in situations where a member of staff tenders their resignation. A  
‘compromise agreement’ will not be used in the case of allegations.  
  
Case subject to Police Investigation  
  
If a criminal investigation is required, the Police will aim to complete their enquiries as quickly as possible 
consistent with a fair and thorough investigation and will keep the progress of the case under review.  
 
A target date for the case review will be set. The review will include the progress of the investigation 
consultation with the Crown Prosecution Service (CPS). If the Police and/or CPS decide not to charge the 
individual with an offence, decide to administer a caution, or the person is acquitted by a court, the Police 
should wherever possible, aim to pass all information they have, which may be relevant to a disciplinary 
case, to the employer within 3 working days of the decision. In those cases, the employer and the LA 
designated officer should decide how to proceed.  
  
If the nature of the allegation does not require formal disciplinary action, the Headteacher will institute 
appropriate action within three working days.  
  
If a disciplinary hearing is required and can be held without further investigation, the hearing should be 
held within 15 working days.  
  
Any case in which Children’s Social Care have undertaken enquiries which are relevant to a disciplinary 
case should also be passed to the Academy.  
  
If the person is convicted of an offence the Police must inform the employer straight away so that 
appropriate action can be taken.  
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Referral to DCSF  
  
If upon conclusion of the case, the Academy cease to use the person’s services or the person ceases to 
provide his/her services, the Academy should consult the LA designated officer regarding whether a 
referral to DCSF is required. If so, it should be made within 1 month.  
  
Dealing with False Allegations  
  
Where there is clear evidence that an allegation was deliberately invented or malicious, the Headteacher 
will consider whether any disciplinary action is appropriate against the student who made it.  
 
Advice should be sought from the Police regarding whether any action might be appropriate against the 
person responsible if he/she was not a student. 
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Annex D 
 

Complaints relating to the Code of Practice on the English Language Requirement for Public Sector 
Workers 
 
 
What is the requirement? 
 
The school has a duty to ensure that all employees in roles requiring contact with members of the public 
(students, parents, etc) as in integral part of their role, are able to converse fluently and accurately in 
English. 
 
The recruitment process and performance management are designed to ensure that our employees meet 
the required standards. 
 
If you feel that we have not met this duty you are able to make a complaint. 
 
When can I make a complaint? 
 
You can make a complaint if you feel that an employee in a customer facing role has insufficient proficiency 
in spoken English for the performance of their role. 
 
What is not covered in the Code of Practice? 
 
Complaints about regional or international accents, dialect, manner or tone of communication, origin or 
nationality are not considered legitimate complaints under the fluency duty. 
 
The school will also not take forward any vexatious, oppressive, threatening or abusive complaints in 
relation to this fluency duty.  Complaints which are without foundation and/or which are intended to result 
in harsh or wrongful treatment of the person who the subject of the complaint. 
 
How do I make a complaint? 
 
Please follow the school’s complaints procedure. 
 
All legitimate complaints will be investigated in accordance with the complaints procedure and the school 
will assess the merits of the complaint against the necessary standard of spoken English fluency for the 
role in question. 
 
Any member of staff who is the subject of the complaint has a right to be notified of the complaint and any 
action being taken in relation to it. 
 
Where a complaint is upheld the school will consider what steps can be taken to meet the fluency duty. 
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Annex E 
 

BORDSLEY MAT 
Policy for Managing Serial and Unreasonable Complaints 

 
Bordesley MAT is 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 our 
school. However, we do not expect our staff to tolerate unacceptable behaviour and will take action to 
protect staff from that behaviour, including that which is abusive, offensive or threatening. 
 
Bordesley MAT defines unreasonable behaviour as that which hinders our consideration of complaints 
because of the frequency or nature of the complainant’s contact with the school, such as, if the 
complainant:  
 

 refuses to articulate their complaint or specify the grounds of a complaint or the outcomes sought by 
raising the complaint, despite offers of assistance 

 refuses to co-operate with the complaints investigation process  

 refuses to accept that certain issues are not within the scope of the complaints procedure 

 insists on the complaint being dealt with in ways which are incompatible with the complaints procedure 
or with good practice 

 introduces trivial or irrelevant information which they expect to be taken into account and commented 
on 

 raises large numbers of detailed but unimportant 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  

 repeatedly makes the same complaint (despite previous investigations or responses concluding that the 
complaint is groundless or has been addressed) 

 refuses to accept the findings of the investigation into that complaint where the school’s complaint 
procedure has been fully and properly implemented and completed including referral to the Department 
for Education 

 seeks an unrealistic outcome  

 makes excessive demands on school time by frequent, lengthy and complicated contact with staff 
regarding the complaint in person, in writing, by email and by telephone while the complaint is being 
dealt with 

 uses threats to intimidate 

 uses abusive, offensive or discriminatory language or violence 

 knowingly provides falsified information 

 publishes unacceptable information on social media or other public forums. 
 
Complainants should try to limit their communication with the school that relates to their complaint, while 
the complaint is being progressed. It is not helpful if repeated correspondence is sent (either by letter, 
phone, email or text), as it could delay the outcome being reached.  
 
Whenever possible, the Headteacher or Chair of Governors will discuss any concerns with the complainant 
informally before applying an ‘unreasonable’ marking.  
 
If the behaviour continues, the Headteacher will write to the complainant explaining that their behaviour 
is unreasonable and ask them to change it. For complainants who excessively contact the School causing a 
significant level of disruption, we may specify methods of communication and limit the number of contacts 
in a communication plan. This will be reviewed after six months. 
 
In response to any serious incident of aggression or violence, we will immediately inform the police and 
communicate our actions in writing. This may include barring an individual from the School.  


