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Pegasus Academy Trust Complaints Policy

Complaints Policy

Introduction

Schools within The Pegasus Academy Trust strive to provide a good education for all our children.
The Executive Principals, Heads of School, Principals and staff work very hard to build positive
relationships with all parents and carers. However, the Trust is obliged to have procedures in
place in case there are complaints by parents, guardians or carers. The following policy sets out
the procedures that the Trust follows in such cases.

If any parents are unhappy with the education that their child is receiving, or have any concerns
relating to the school, we encourage them to talk to the child’s class teacher/form tutor
immediately. We stress that there is a clear difference between a concern and a complaint. We
take informal concerns seriously and as a result few develop into formal complaints.

Parents should be assured that making a complaint will not adversely affect their child’s experience
at school.

This policy is available on our website as well as referred to in our prospectus. If a hard copy is
required parents may ask for one at the school office.

This policy complies with the requirements of the Education (Independent School Standards
[England]) Regulations 2014 Schedule 1, Part 7 as they apply to Academies as well as new
quidance issued by the DfE in January 2019 on best practice for school complaints.

Aims

The Pegasus Academy Trust aims to be fair, open and honest when dealing with any complaint.
We give careful consideration to all complaints, and deal with them as swiftly as possible. We aim
to resolve any complaint through dialogue and mutual understanding. Our complaints procedure is
accessible and simple to use and understand. It aims to be non-adversarial. In all cases we put
the interests of the child above all else. We provide sufficient opportunity for any complaint to be
fully discussed, and then resolved, within established time limits.

Types of complaints
The majority of complaints received by the Trust are likely to fall into the following categories:

a) financial and administrative;

b) academic (course programme, unsatisfactory teaching, too much/too little homework, progress
in a particular subject, etc.);

¢) pastoral (discipline/indiscipline, inappropriate sanctions, bullying, overall progress of the
student, unhappiness of child, etc.);

d) child protection (handling of sensitive issues or allegations against adults, including staff) and

e) health and safety.

Complaints not dealt with in this policy
Many common complaints fall outside of this policy namely:

a) admission to our schools. These are dealt with according to the PAT admission policy;

b) complaints about how the Trust provides for children with special needs. There is an appeal
process for this in the PAT SEN policy;

c) whistleblowing;
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d) staff conduct. Complaints about staff are dealt with under the school’s internal disciplinary
procedures, if appropriate. Complainants will not be informed of any disciplinary action taken
against a staff member as a result of a complaint. However, we will notify complainants that
the matter is being addressed.

4.2

Matters likely to require a child protection investigation. Complaints about child protection matters

are handled under the school’s child protection and safeguarding policy in accordance with
relevant statutory guidance. These matters may also be raised directly with the local authority
designated officer (LADO) or the multi-agency safeguarding hub (MASH)

5. The complaints process

Initial contact

Initial contact is made via the Trust’s online complaints form.

When received a member of SLT will direct the complainant to the
correct member of staff as per the arrangements described at Stage 1
of the policy below. Complainants are required to be concise in what
it is that they are complaining about and what redress they are
seeking if their complaint were to be upheld (See section 8).
Standard e-mails containing complaints will be rejected with a
requirement to complete the complaints form instead. Once an online
complaints form has been submitted complainants should receive a
response within 48 hours.

Stage 1. Informal.
Expression of concern made
to the school.

When the initial contact form is submitted contact will be made by the
school and the complainant will be invited to discuss the matter with
their child’s class teacher or Year Group Leader (YGL) — for instance if
a conversation with the class teacher has already taken place. Other
members of the school’s senior leadership team (SLT) may be also be
involved at this stage. In our experience most matters of concern can
be resolved positively in this way. All teachers work very hard to
ensure that each child is happy at school, and is making good
progress; they naturally want to know if there is a problem, so that
they can take action before it seriously affects the child’s progress.
Most issues can be resolved very quickly and effectively at this stage.
If complainants choose not to engage at this stage the complaint will
be considered closed.

Stage 2. Formal
complaint.

Concerns raised formally with
the relevant Head of School
or Principal. Investigator is
appointed if required.

* Please note that collecting
details relating to a complaint
always takes time.

If the processes outlined at Stage 1 are exhausted then a Head of
School (HoS) may agree that a complainant may progress to stage 2
of the policy. The Executive Principals of the Trust will then be
involved and ensure that the case is investigated further/again, either
by asking the Head of School (HoS) at that site to investigate
personally or by appointing another investigator to do so — for
instance in cases where the complaint is about the HoS or Principal
themselves. This investigator will normally be a senior member of
staff from within the Trust — e.g. a HoS or DHoS from another school.
Investigations may take the form of a review of the paperwork and
policy or the complainant may be invited to an interview if further
information is required. The outcome of the investigation will be
communicated to the complainant in writing within 20 school days
of the acknowledgement of receipt of the complaint with an
explanation as to what will be done as a result as described in section
6 below. The choice of investigator is solely a matter for the Trust as
is the format of the response

* Please note there is no opportunity for the complainant to
complain further about the investigator. If the process moves on to
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Stage 3 the panel hearing will be solely about the content of the
original written complaint.

Stage 3. Panel hearing.
Complaints rarely reach this
level but following stage 2 if
you are still not satisfied that
your complaint has been
thoroughly investigated you
may request a panel hearing
through the Trust’s business
office. You should request a
panel hearing within 2
weeks of receiving the stage
2 outcome letter.

If the complaint is not resolved, and the two previous stages have
been exhausted, a complainant may request a stage 3 panel hearing.
This is not a re-examination of the original complaint by a separate
group of people but rather a review of the work done by the
investigator at stage 2 in order to check for maladministration and
thoroughness. This stage is solely about the content of the original
complaint and no new points may be raised. If complainants feel that
maladministration has taken place they should outline how they
believe this has happened in writing through the Trust’s business
leader — John Yau (jyau@pegasusacademytrust.org) John Yau can
be also be contacted by a letter delivered to any of the Trust’s
schools, addressed to him and marked “Private and confidential”.
Panels convened by the Pegasus Academy Trust panels comprise:

e A Director or MAC (Member of the Academy Council from a
school within the Trust) who will chair the meeting;

e An Executive Principal;

e A member independent of the management and running of
the Academy Trust. This may be a Governor from another
school.

... and are often held online. The panel consider the letter from the
complainant outlining maladministration alongside the investigator’s
written findings. If they require more information or clarification,
then the complainant may be asked to join the meeting in part. If the
first date offered for the complainant to attend is not acceptable to
the complainant another date will be offered within 5 days of the first
date offered and that meeting will then go ahead as scheduled in
order to complete the process in a timely manner. Decisions of the
panel are made in private and the complainant is provided with the
outcome in writing within 20 school days where possible.

Stage 4. Further
representation.

If you still remain dissatisfied
you may make further
representations

If you are still not satisfied about the handling of your complaint you
may contact the Educational & Skills Funding Agency (ESFA) via the
schools complaints form. This will only normally be appropriate once
stages 1-3 have been exhausted or if you believe that the school
and/or the Pegasus Academy Trust have acted illegally or arbitrarily.

* Please note the ESFA will not overturn an Academy’s decision
about a complaint. However, if they find that the Trust did not deal
with a complaint properly they may ask that the complaint is looked
at again by the Trust.

5.1

Should a complaint pertain to the Executive Principals, the complainant should first make an

approach to the Chair of the Directors (again via the business office) who is obliged to investigate
it or may decide to appoint an independent investigator to do so. The Chair will do all s/he can to
resolve the issue through a dialogue with the Executive Principals and the complainant, but if the
complainant is still unhappy with the outcome, they can appeal the decision of the Chair by taking
the complaint to a Stage 3 panel hearing.

5.2

An anonymous complaint will not be investigated under this procedure unless there are

exceptional circumstances. These would include serious concerns such as child protection issues
or bullying allegations, where the school might consider it appropriate to contact outside agencies.
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Investigating complaints
It is suggested that at each stage the person investigating the complaint makes sure that they:

a) Establish what has happened so far and who has been involved;

b) Clarify the nature of the complaint and what remains unresolved;

c) Meet with the complainant or contact them if further information is required;

d) Clarify what the complainant feels would put things right - see section 8;

e) Conduct any interviews with an open mind and be prepared to persist in the questioning;
f) Complete all necessary notes.

If an investigation at stage 2 has been arranged, with a date and time mutually agreed between
the complainant and the investigating officer, and the complainant fails to attend the meeting
without explanation (for instance by calling the school where the meeting is to be held) then the
complaint is deescalated to a Stage 1 complaint.

Serial, persistent, frivolous or vexatious complaints

Despite the best endeavours of staff working for the Trust there will be occasions when, despite all
stages of the complaint procedure having been followed, a complainant remains dissatisfied. If a
complainant tries to re-open the same issue, we will inform them that the procedure has been
completed and that the matter is now closed.

If the complainant contacts us again on the same or very similar issue, the correspondence may
then be viewed as ‘serial’ or ‘persistent’ and the Trust is within its rights to choose not to respond.
However, we would not mark a complaint as ‘serial’ before the complainant has completed the
procedure for the first time.

The Office of the Independent Adjudicator defines the characteristics of a ‘frivolous’ or ‘vexatious’
complaint as:

a) Complaints which are obsessive, persistent, harassing, prolific, repetitious;

b) Insistence upon pursuing unmeritorious complaints and/or unrealistic outcomes beyond all
reason;

c) Insistence upon pursuing meritorious complaints in an unreasonable manner;

d) Complaints which are designed to cause disruption or annoyance;

e) Demands for redress that lack any serious purpose or value.

The Trust reserves the right to deal with complaints in a time limited manner

Resolving complaints

At each stage in the complaint process the school and the complainant will want to keep in mind
ways in which a complaint can be resolved. It might be sufficient to acknowledge that the
complaint is valid in whole or in part. In addition, it may be appropriate to offer one or more of
the following:

a) An apology;

b) An explanation;

c) An admission that the situation could have been handled differently or better;

d) An assurance that the event that was the basis of the complaint will not recur;

e) An explanation of the steps that have been taken to ensure it does not happen again. Details
of any disciplinary procedures that have taken place as a result of the complaint are not
released;

f) An undertaking to review school policy or procedure in light of the complaint;

g) An explanation that there is insufficient evidence and thus the complaint cannot be upheld;

h) An explanation that, following investigation, the concern is not substantiated by the evidence.
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8.2 An admission that the school/Trust could have handled things better is not the same as an
admission of negligence.

0. Action following a complaint

9.1 The final stage of Trust involvement is a stage 3 panel hearing. When the panel has made its
findings and recommendations, a copy will be provided to the complainant and, where relevant,
the person about whom the complaint was made.

9.2 The findings and recommendations of the panel will be available for inspection by PAT Directors
and the relevant Head of School. These will be saved in the confidential SLT drive.

9.3 A written record will be kept on the Trust’s Google drive of all complaints along with details of
whether they were resolved following a formal procedure, or progression to a panel hearing.

9.4  PAT will record the action it takes as a result of complaints (regardless of whether they are
upheld).

9.5 Correspondence, statements and records relating to individual complaints will be kept confidential
except where the Secretary of State or a body conducting an inspection under section 109 of the
2008 Act requests access to them.

10. Monitoring and review

10.1 The Directors of the Trust monitor the complaints procedure, in order to ensure that all complaints
are handled properly. Members of the Senior Leadership team (SLT) report about complaints
received by the school at Stage 2 or above and record how they were resolved. This forms part of
the Head of School’s/Principal’s report presented to Academy Councils (local governing bodies)
each term.

10.2 Directors take into account any local or national decisions that affect the complaints process, and
make any modifications necessary to this policy. This policy is made available to all parents and
carers via the website, so that they can be properly informed about the complaints process.

10.3 This policy is reviewed as necessary at meetings of Directors of The Pegasus Academy Trust.

10.4 Revisions log

Version | Date Summary of changes

V8 May 2024 Business leader’s name changed at stage three.

Clarification about when stage 3 escalation would be
appropriate added in stage 3 section.

V9 October 2025 e Clarification at Section 5 stage 2 that the choice of

investigator is not open to challenge;
e Lengthening of the target response timescale to 20
days at stage 2 (page 2) to align with Croydon policy;
e Approved by Directors 17/10/25
V10 November 2025 e More clarification about stage 3 panel hearings added
V11 - JR | November 2026 e Online complaints form introduced to streamline
complaints process and ensure that senior staff and
Directors of the Trust are aware a complaint is
underway;
e Stage 2 process modified to reflect that a full e-mailed
complaint is no longer necessary
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