School and Trust Complaints « < &
Procedure

L
This document details the process to be followed by any individual, C n I 'T

including parents and carers of children registered at a CIT school, who

Where learning comes first

wish to make a complaint about any provision of facilities or services
that we provide and should be read in conjunction with our Complaints

Policy.

Stage 1

Informal

r
___ Y

| This complaint must be |

| submitted within 10

| working days of the |
outcome of Stage 1. |

—

Stage 2

b |

Formal

| The appeal must be |

| submitted within 10

| working days of the |
outcome of Stage 2. |

Stage 3
Panel Meeting

r-—"""""" """ """ 1

Logging a | This can be done in writing (including via email), in person or by phone.|
o - — A Complaint Form for this purpose can be located at: |
comploln’r | https://citacademies.co.uk/cit-policies/ |

-
Section 5.3 of the policy sets out where initial complaints should be |

Direct complaintto >| directed.
relevant person | If you do not have the relevant contact details, the email addresses |
L in Section 25 of the policy can be used. |
|' ____________________ 1
Comploin’r | >| The Trust will acknowledge receipt of an informal complaint within 2 |
acknowledged | working days. |
. ] |
Investigation
conducted
|' ____________________ 1
. | _ | In some cases it may be necessary for a meeting to be |
Meehng orronged >| arranged between the Trust and complainant. |
. ] |
r-—"""""" """ """ 1
| In all cases an outcome will be provided in writing. |
Outcome — — — P, This will normally be done within 10 working days of receiving the initial |
| complaint. |
omplaint :
(r:eso|5eo|2 Yes p End of complaint
No

./

Move to Stage 2

____________________ 1
X . r Formal complaints should be submitted via email to the HR Director at |
Submit full written >| hr@citacademies.co.uk with FORMAL COMPLAINT in the subject bar.
complaint A Complaint Form for this purpose can be located aft:
L https://citacademies.co.uk/cit-policies/ |
rr———— """ """ 7 7 7/ /7 A
Comploin’r | | Receipt of the complaint will be acknowledged in writing within 5 |
acknowledged | working days. |
Investigation
conducted
rr———— """ """ 7 7 7/ /7 A
Meeting aranaed — — — >| In some cases it may be necessary for a meeting to be aranged |
9 9 | between the Trust and complainant. |
rr———— """ """ 7 7 7/ /7 A
| In all cases an outcome will be provided in writing. |
Outcome — — — P This will normally be done within 30 working days of receiving the Stage |
| 2 complaint. |
Complaint .
—>
resolved? Yes End of complaint
No

v

Move to Stage 3

____________________ 1
. . r An appeal against the outcome of Stage 2 should be submitted via |

Submit full written >| email to the HR Director at hr@citacademies.co.uk with FORMAL
complaint appeal |  COMPLAINT in the subject bar. An Appeal Form for this purpose can |
L be located at: https://citacademies.co.uk/cit-policies/ |
|' ____________________ 1
Appedl | >| Receipt of the appeal will be.cncknowledged in writing within 5 :

acknowledged | working days.
. - ] |
|' ____________________ 1
. . | _ | You will be invited to a complaints panel meeting which will be |
Invite fo meehng | arranged within 20 working days of receipt of your complaint. |
. - ] |
|' ____________________ 1
. | _ | A panel of 3 individuals, with no prior involvement in the case, will hear |
Panel meehng >| the complaint. |
. - ] |
|' ____________________ 1
| | In all cases, an outcome will be provided in writing. |
Outcome >| This will normally be done within 10 working days of the panel meeting. |
. - ] |
Complaint .
resolved? Yes »  End of complaint
No

! mmmmmm— oo :

This is the end of our internal complaints process.

Complainantcan >| If complainants are still unhappy with the outcome, the complaint can

go to the DFE

be taken to the DFE. Further information is available in Section 16 of |
L the policy. |
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