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CHANCERY MULTI ACADEMY TRUST 

 

 

 

 

 

To deliver an outstanding learning experience for all children so they flourish and thrive; enabling them to achieve 

their own individual excellence. 

 

 

COMPLAINTS POLICY 

 

 

 

 

 

The Financial Procedures in respect of Chancery Multi Academy Trust has been discussed and 

adopted by the Directors Board 

Chair of Board:     Ros Caulfield 

Responsible Officer:     CEO - Lise Houldsworth  

Agreed and ratified by the Directors Board on: 26th September 2018  

To be reviewed: September 2019 



2 

This complaints procedure is made pursuant to s.29 of the Education Act 2002, which requires governing 

bodies of all maintained schools (including academies) and maintained nursery schools to have in place a 

procedure for dealing with all complaints relating to their school and to any community facilities or services 

that the school provides. 

Each school within the Chancery Multi Academy Trust will have their own Complaints Policy approved by the 

Local Governing Board.  The MAT policy does not override any existing school policies. This policy is not for 

use in a staff disciplinary scenario or an allegation of staff misconduct. 

The Chancery Multi Academy Trust Complaints Policy is for the purpose of complaints made against the mal 

administration of a school Complaints Policy by the Local Governing Board.  Any member of the community 

who has gone through the complete school Complaints procedure may appeal to the Directors of the 

Chancery MAT in exceptional circumstances.  The Directors will review the process of their complaint and 

how it was carried out.  They will not review any new evidence or rehear the original complaint.  It will be 

expected that all stages of the school Complaints Policy have been exhausted. 

If following a review by the Chancery Multi Academy Trust the complainant may escalate in 

writing to the Secretary of State at The Schools Complaints Unit (SCU) Department for Education,  

2nd Floor, Piccadilly Gate, Manchester, M1 2WD or directly to Ofsted. 

 

Ofsted has powers to investigate certain types of complaint from parents to help them to decide  

whether to inspect a school.  Before complaining to an external body it would usually be expected 

that all stages of both the school and MAT procedures have been exhausted. 

 

 

Complaints to the Directors of the Chancery Multi Academy Trust. 

The Clerk of the Chancery Multi Academy Trust will respond within 20 working days of receiving the written 

complaint by inviting the complainant to a meeting with three members of the Directors or Members.  This 

meeting will be held within one calendar month of the receipt of complaint.  

 

The Board will listen to the views of the person making the complaint and will ask questions to gain a more 

detailed understanding of where the administration of the process has been improperly carried out.  If the 

complainant does not attend the process, a decision will be made using the information available. 

 

The outcome of the investigation will be notified in writing within 10 working days of the hearing. The Directors 

will either: 

• Dismiss the complaint in whole or in part; 

• Uphold the complaint in whole or in part; 

• Decide on the appropriate action to be taken to resolve the complaint;  
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• Recommend changes to the school’s Complaints Policy to ensure problems of a similar nature 

do not happen again. 

There is no further right to an appeal following this judgement.  

 


