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 Corvus Learning Trust 
Complaints Procedure 

 

 

Document ID: CLT TP5 

Revision No.: 2.0 

Trustees Approved Date: 15th March 2022 

Published Date: 6th May 2022 

Date of Next Review: 14th March 2023 

Statutory/Non-Statutory: Statutory 

Public/Internal: Public 

Applies to: The Corvus Learning Trust 
as a whole and to all schools 
in the Trust 

Policy Statement: This Procedure is subject to the 
Corvus Learning Trust (CLT) Scheme of 
Delegation; if there is any ambiguity or 
conflict then the Scheme of Delegation 
and any specific Scheme or alteration or 
restriction to the Scheme approved by the 
Board of Trustees takes precedence 

Purpose: It is the responsibility of the 
Local Governing Body (LGB) and 
Headteacher of each school and the 
Board of Trustees (The Board) and 
Chief Executive Officer (CEO) for Trust 
Central Services, to ensure that their 
school/service and its staff adhere to this 
Complaints Procedure and related school 
procedures.  In implementing this 
Procedure and related school procedures 
the LGB, Headteacher and Trust staff 
must take account of any advice given to 
them by the CEO and/or Board of 
Trustees 

Responsibility for Approval: Board of Trustees 

Responsibility for Updating: Board of Trustees 

Related Policies/Guidance: N/A 
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1. Principles 

The Board welcomes comments on its services.  Comments enable us to clarify any 
misunderstandings that arise and give us the opportunity to review our procedures if 
necessary.  We are also pleased to learn of things that have gone well. 

The Board will always deal with complaints in a courteous and reasonable manner and 
follow its agreed procedures.  We ask that those with comments and complaints present 
them in a similarly reasonable manner. 

In the event that the Board feels that complaints become unreasonable in nature, we 
reserve the right to deviate from this Procedure in accordance with our “Managing Serial 
and Unreasonable Complaints Policy” which is set out in Appendix I. 

2. Introduction and application 

If you have a complaint about the services of the Trust or the conduct of an 
Executive Officer or Trustee of the Trust the complaint will be dealt with in accordance 
with this Procedure.  If the complaint is about the CEO the complaint should be 
addressed to the Clerk to the Trust. 

If you have a comment about or complaint against a school in The Trust or a member of 
the school’s LGB you should take it up with the school, and if necessary, through the 
school’s complaints procedure, by contacting the school. 

If a Trustee or an Executive Officer of the Trust is contacted directly by a complainant in 
relation to a complaint about a school in the Trust, then the matter should be referred to 
the Headteacher of the school to be dealt with under the school’s complaints procedure. 

Complaints about the administration of admissions to schools in the Trust should be 
addressed through the Bracknell Forest Admissions Appeals Process: 

https://www.bracknell-forest.gov.uk/schools-and-learning/schools/school-
admissions/school-admission-appeals/school-admission-appeals-timetable 

https://www.bracknell-forest.gov.uk/schools-and-learning/schools/school-
admissions/school-admission-appeals/how-do-i-make-school-admission-appeal 

If the complaint is about the CEO or the CEO has been directly involved in matters that 
are the subject of the complaint: 

where this Procedure refers to the CEO, the Chair of the Board of Trustees will act in 
their place and where it subsequently refers to the Chair of the Board of Trustees, the 
Vice Chair or another nominated Trustee will act in their place. 

If the complaint is about the Chair of the Board of Trustees or the Chair of the Board of 
Trustees has been directly involved in matters that are the subject of the complaint: 

where this Procedure refers to the Chair of the Board of Trustees, the Vice Chair or 
another nominated Trustee will act in their place. 

Complaints about the conduct of a Governor of the school will be referred to the ad-hoc 
Governor & Trustee Disciplinary Committee. 

At any meeting with Trust staff of Trustees or any panel, the complainant may be 
accompanied by a friend and/or interpreter; and the CEO or any other Trust staff may be 
accompanied by a fellow employee or professional representative. 

A written record will be kept of all complaints and which stages of the complaints 
procedure they invoked.  All correspondence, statements and records relating to 
individual complaints will be kept confidential. 

The Complaints Procedure has three stages that must be followed consecutively. 

https://www.bracknell-forest.gov.uk/schools-and-learning/schools/school-admissions/school-admission-appeals/school-admission-appeals-timetable
https://www.bracknell-forest.gov.uk/schools-and-learning/schools/school-admissions/school-admission-appeals/school-admission-appeals-timetable
https://www.bracknell-forest.gov.uk/schools-and-learning/schools/school-admissions/school-admission-appeals/how-do-i-make-school-admission-appeal
https://www.bracknell-forest.gov.uk/schools-and-learning/schools/school-admissions/school-admission-appeals/how-do-i-make-school-admission-appeal
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2.1. Stage One: Informal resolution 

In the first instance, if a person has a complaint, they should contact the Trust by 
telephone, email or letter for an appointment to discuss the matter with an 
appropriate member of staff.  A complainant may find it helpful to write down the 
main substance of their complaint before contacting the Trust. 

An appointed Trustee will investigate the complaint and seek to find a resolution 
through discussion and meetings with the complainant, informally. 

If it does not prove possible to reach a resolution, the complainant may wish to put 
their complaint formally in writing under Stage Two, or the CEO may refer the matter 
to Stage Two or to the Chair of the Board of Trustees (under Stage Two) so that it 
can be dealt with more effectively. 

On receipt of a written complaint, the complaint will be investigated by the CEO.  
The CEO will give a written response to the complainant and will endeavour to give 
that response within 10 school days of receiving the complaint. 

Most concerns should be resolved at this informal stage. 

2.2. Stage Two:  Formal complaint 

If the complaint has not been resolved informally, the complainant may put their 
complaint formally in writing, in a letter addressed to the CEO or Clerk to the Trust, 
Corvus Learning Trust, Grant Road, Crowthorne, Berkshire, RG45 7HZ. 

A complaint will not normally be considered if it is lodged formally in writing more 
than three months after the incident being complained about took place. 

The CEO will investigate the complaint and give a written response to the 
complainant and will endeavour to give that response within 15 school days.  The 
thorough investigation of a complaint however may involve a number of members of 
staff;  progress will depend on their availability and timescales are likely to be 
extended during school holidays.  Complainants will be advised of the reason for 
any delay beyond 15 days. 

If the complainant is not satisfied with the response from the CEO, they may refer 
the matter to the Chair of the Board of Trustees, in writing addressed to the Chair, 
care of the Clerk to the Trust within 20 school days of the date of the CEO’s written 
response. 

On receipt of a written complaint the Chair of the Board of Trustees may either: 

i) refer the matter back to the CEO for further consideration under Stage One 

or 

ii) arrange for the complaint to be considered as a Stage Two complaint as 
below 

or 

iii) refer the complaint to a Complaints Panel of the Board of Trustees under 
Stage Three 

The Clerk will arrange for a meeting between the complainant, the CEO and the 
Chair of the Board of Trustees or a person nominated by the Chair (who is not a 
Trust employee), at which they will seek a resolution that is satisfactory to the 
complainant.  The Chair of the Board of Trustees or nominated person will write to 
the complainant and the CEO setting out the results of the meeting and advising the 
complainant of their right to take the matter to a Complaints Panel under 
Stage Three. 
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2.3. Stage Three: Complaints Panel 

If the complainant is still not satisfied with the response to their complaint or the way 
that it has been handled, they may take the matter to a Complaints Panel appointed 
by the Board of Trustees, by writing to the Clerk of the Trust, enclosing a copy of the 
original written complaint within 20 school days of the written response from the 
Chair of the Board of Trustees or nominated person and indicating which matters 
remain unresolved and/or why they are not satisfied with how the complaint has 
been handled.  No new complaints may be included. 

The Trustees will establish a Complaints Panel made up of at least three people 
who have not been involved with the matters that are the subject of the complaint, at 
least one of whom is independent of the management and running of the Trust.  
They will choose one of their number to Chair the meeting. 

The Clerk will arrange a meeting of the Complaints Panel at a convenient time for all 
parties, as soon as possible and within 10 to 20 school days of receipt of the 
complainant’s letter.  Details of the complaint will be sent to the CEO and 
Chair of the Board of Trustees. 

The CEO will then have five school days to submit their response to the Clerk. 

Any documents from either the complainant or the School to be considered by the 
Panel and the names of any witnesses who may be called must be received by the 
Clerk at least five school days before the meeting. 

The Agenda for the meeting and copies of all papers submitted will be sent to 
members of the Panel, complainant, CEO and Chair of the Board of Trustees.  The 
CEO will copy relevant papers to any staff named in the complaint. 

The Complaints Panel will consider the complaint on the basis of the papers they 
receive and what is said at the meeting.  In the event of either party not attending 
the meeting, the Chair of the Panel has the discretion to proceed or to adjourn the 
meeting.  Once the Panel has heard from both parties, it will adjourn to make its 
decision. 

The Complaints Panel may: 

i) Uphold the complaint in full; 

ii) Uphold the complaint in part; or 

iii) Dismiss the complaint. 

Or they may give a more complex response. 

The complainant, any staff complained about, the CEO and Chair of the Board of 
Trustees will be advised in writing or by electronic mail of the outcome of the 
meeting within five school days of the meeting. 

The Complaints Panel may refer issues of principle or general practice to the Board 
of Trustees or the CEO. 

3. Complaints to the Education & Skills Funding Agency 

If a complaint has been considered in accordance with this Procedure, but the 
complainant is still not satisfied, then the complainant can make a complaint to the 
Education Funding Agency (ESFA).  The ESFA will normally only consider a complaint 
after this Complaints Procedure has been exhausted.  The ESFA cannot review or 
overturn decisions about complaints made by the Trust; they can only investigate 
whether the Trust considered the complaint appropriately and may request the Trust to 
re-consider the complaint or to review its procedure. 
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If a complainant wishes to refer their complaint to the ESFA, they should write to: 
Ministerial and Public Communications Division, Department for Education, Piccadilly 
Gate, Store Street, Manchester M1 2WD, or use the online feedback form on the 
Department for Education website. 
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Appendix I 

 Managing Serial and 
Unreasonable 

Complaints Policy 

 

 

Document ID: CLT P4 

Revision No.: 1.0 

Trustees Approved Date: 15th March 2022 

Published Date: 6th May 2022 

Date of Next Review: 14th March 2023 
Annual 

Statutory/Non-Statutory: Statutory 

Public/Internal: Public 

Applies to: The Corvus Learning Trust 
as a whole and to all schools 
in the Trust 

 

Policy Statement: This policy applies to all complainants 

Purpose: To ensure the Trust / all schools have the 
ability to deal effectively with the 
management of serial and unreasonable 
complaints 

Responsibility for Approval: Board of Trustees 

Responsibility for Updating: Board of Trustees 

Related Policies/Guidance: CLT TP5 - Trust Complaints Procedure 
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1. Introduction 

Corvus Learning Trust 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 Trust.  We do not however, 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. 

2. Definition 

Corvus Learning Trust 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 Trust 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. 

3. Actions 

Complainants should try to limit their communication with the Trust 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.  
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Whenever possible, the Chief Executive Officer (CEO) or Chair of Trustees will discuss 
any concerns with the complainant informally before applying an ‘unreasonable’ marking.  

If the behaviour continues, the CEO will write to the complainant explaining that their 
behaviour is unreasonable and ask them to change it.  For complainants who 
excessively contact Corvus Learning Trust 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 Corvus Learning Trust. 

 


