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Bringing out the best

THPT Complaints Procedure

Brief Guide

THPT schools endeavour to provide the best education possible for all
children/young people in an open and transparent environment.

We welcome feedback received from parents and carers, children and
young people and other third parties, and we accept that not all of this
will be positive. Where concerns and complaints are raised, the school and
Trust intend for these to be dealt with fairly, openly, promptly and without
prejudice. All concerns and complaints will be taken seriously, and we will
seek to address them as quickly as possible.

This brief guide gives an overview of the appropriate procedures
for dealing with any concerns or complaints that may arise.

A full copy of the THPT Complaints Policy can be found on the
Trust’'s website here, or on each school’s website, for links to our
schools, please click here.
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https://www.thehowardpartnership.org/docs/Policies/THPT_Complaints_Policy_2024_FINAL_APPROVED.pdf
https://www.thehowardpartnership.org/index.asp

Raising Concerns/Complaints

We believe that the majority of concerns/complaints can be resolved
informally without the need to resort to a formal procedure. Where you
have a concern about any aspect of the school or your child’s education
or wellbeing, we encourage you to raise this with the relevant staff
member/s via telephone, email or in person. They may be able to address
your concerns straight away or arrange a meeting with you to discuss the
issue. All concerns will be dealt with confidentially.

What happens if my concern is not resolved?

If you feel your child’s school has not been able to resolve the issue
informally, then you may wish to raise a formal complaint.

To start the formal Complaints Procedure, you will need to contact the
Principal. If the complaint relates to the Principal, then you will need to
contact the Governance Manager at Stage 2 of the process, and one of
the Trust Executive Leaders will be assigned to review the complaint. A
summary of the stages of the Complaints Procedure is shown on the
infographic on Page 3.

Further Information

THPT Complaints Policy provides full details of what to expect during each
stage of the Complaints Procedure, an explanation of the associated
timelines together with the relevant forms and contact details.

Sometimes, where concerns are more specific, for example pupil
Admissions or Suspensions/Exclusions, there are alternative and more
appropriate policies for dealing with them. These policies are available on
each school’s website.
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Stages of the Complaints Procedure — THPT Schools

Where it has not been possible to resolve the concern informally with the school,
the matter may be escalated through the formal stages of the complaints
procedure, as outlined below.

~ Timescale
School Investigation by Principal 15 Working
*Where dissatisfied with outcomes, proceed to || Days from
Stage 2 D receipt

~
eFormal investigation by Trust Executive Leader || 15 Working
Stage 2 *Where dissatisfied with outcomes, proceed to Days from

Stage 3 ;
Formal J )| receipt
ePanel Hearing by Trustees and Independent )
Panel Member 30 W?rklng
«Where dissatisfied with outcomes, contact Days from
Education & Skills Funding Agency ) receipt

Hearing

Stage 3 is the final stage of the procedure outlined in the THPT Complaints
Policy. If a complainant is dissatisfied by the outcome, they may refer to the
contact details in the policy.

All timescales refer to school working days i.e. excluding weekends, school
holidays etc.

THPT schools will endeavour to abide by timeframes stated under each stage
but acknowledge that, in some circumstances, this is not always possible due
to the complexity of information needed to review a complaint or difficulties
regarding an individual’s availability to deal with the complaint. If it becomes
apparent that it is not possible to complete any stage of the complaints
procedure within a given timeframe, the individual responsible for handling the
complaint will contact the complainant as soon as possible and come to an
agreed timeframe that works for all parties involved.
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Stages of the Concerns & Complaints Procedure —
the Academy Trust

Where it has not been possible to informally resolve the concern about
operational aspects of the Academy Trust and/or non-school based THPT staff,
including Executive Leaders, the matter may be escalated through the formal

stages of the complaints procedure, as outlined below:

Timescale
eInvestigation by Trust Executive )| 15 Working
Leader/CEO Days_ from
e[ [-]s B8 eWhere dissatisfied with outcomes, receipt
Formal proceed to Stage 2 )
eFormal investigation by Chair of )| 15 Working
Trust/Vice Chair of Trust/ Nominated Days from
Trustee receipt
SLEL VAN w\Where dissatisfied with outcomes,
Formal proceed to Stage 3 )
ePanel Hearing by Nominated Trustee 30 Working
and/or Independent Panel Member Day§ from
SZCEER o\Where dissatisfied with outcomes, contact | | receipt
T Education & Skills Funding Agency
Hearing J

Stage 3 is the final stage of the procedure outlined in the THPT Complaints
Policy. If a complainant is dissatisfied by the outcome, they may refer to the
contact details in the policy.

All timescales refer to school working days i.e. excluding weekends, school
holidays etc.

THPT will endeavour to abide by timeframes stated under each stage but
acknowledge that, in some circumstances, this is not always possible due to the
complexity of information needed to review a complaint or difficulties regarding
an individual’s availability to deal with the complaint. If it becomes apparent that
it is not possible to complete any stage of the complaints procedure within a
given timeframe, the individual responsible for handling the complaint will contact
the complainant as soon as possible and come to an agreed timeframe that works
for all parties involved.
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