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Availability of the Complaints Policy and Procedure 
 
This policy and procedure is available on request to trainees; copies are available via NMITTP ‘Teach 
North Manchester’ website www.teachnorthmanchester.com  and from; 
 
NMITTP Accounting Officerl, 
Manchester Communication Primary NMITTP, 
Parkstead Drive 
Harpurhey, 
Manchester 
M95QN 
 
Tel:   (0161 202 8989) 
 
 

 
Complaints Policy and Procedure 
 
This policy and procedure is for the benefit of NMITTP trainees. This policy and procedure will be 
relied upon in respect of all complaints made against the NMITTP. Please note that if a trainee 
wishes to ‘appeal’ against a decision then s/he should refer to the appeals process as outlined in 
the programme handbook. 
 
The NMITTP expects that most concerns can be resolved informally and will use their best 
endeavours to resolve any complaints that are made, or any concerns that are raised, on that basis.  
 
If informal procedures fail to resolve the issue, a formal must be given in writing to the Accounting 
Officer and will be dealt with under this Complaints Policy and Procedure. 
 
Every complaint shall receive fair and proper consideration and a timely response. 
 
 
Timescales:  
We aim to resolve any complaints in a timely manner. Timescales for each stage of the Complaints 
Procedure are set out below in the relevant paragraphs. For the purposes of this policy, a "working 
day" is defined as a weekday during term time, when the NMITTP is open. The definition of "working 
day" excludes weekends and Bank Holidays. For the avoidance of doubt, term dates are published 
on the NMITTP's website and Programme Handbook. 
 
 
 
Policy Aim and Statement 
Aim:  
The aim of this policy is to ensure that a concern or complaint by a trainee or a member of the public 
using the NMITTP facilities is managed sympathetically, efficiently and at the appropriate level and 
resolved as soon as possible. Doing so is good practice and good customer relations, it is fair to those 
concerned and it helps to offer quality service. We will try to resolve every concern or complaint in a 
positive way with the aim of putting right a matter which may have gone wrong and, where 
necessary, reviewing our systems and procedures in the light of circumstances.  

http://www.teachnorthmanchester.com/


 

 
Policy statement:  
We need to know as soon as possible if there is any cause for dissatisfaction. We recognise that a 
difficulty which is not resolved quickly and fairly can soon become a cause of resentment, which 
could be damaging to relationships and also to our NMITTP culture. We intend that trainees should 
never feel – or be made to feel – that a complaint will be taken amiss or will adversely affect a 
traineeor his/her opportunities at NMITTP. The policy, however, distinguishes between a concern or 
difficulty which can be resolved informally and a formal complaint which will require investigation.  
 
 
Stage One – Concerns and Difficulties - Informal Resolution 
 

1. It is hoped that most complaints and concerns will be resolved quickly and informally 
 

2. If a trainee has a complaint, they should normally contact the Primary / Secondary lead. In 
many cases, the matter will be resolved straightaway by this means to the trainee’s 
satisfaction. If the phase lead/cannot resolve the matter alone, it may be necessary for 
him/her to consult the SCITT lead or the NMITTP Accounting Officer. 

 
3. Complaints made directly to a senior staff member or the NMITTP Accounting Officer will 

usually be referred to the relevant staff member unless they deem it appropriate for 
him/her to deal with the matter personally. 
 

4. The phase lead will make a written record of all concerns and complaints and the date on 
which they were received.  (See Annex A) These records will be kept for one (1) year after 
the trainee leaves the NMITTP. 

 
5. The NMITTP will use its reasonable endeavours to resolve any informal complaints within 

ten (10) working days of them being raised, except where they are raised in NMITTP holidays 
or within two (2) working days of their commencement where the NMITTP will use its 
reasonable endeavours to resolve them as soon as possible after commencement of the new 
term (usually within ten (10) working days). 

 
6.  Should the matter not be resolved as referred to in paragraph 5 above, or in the event that 

the teacher and the parents fail to reach a satisfactory resolution, then parents will be 
advised to proceed with their complaint in accordance with Stage Two of this Procedure. 

  
 
 
Stage 2: Formal Resolution 
 
7.  An unresolved concern under Stage 1, or a complaint which needs investigation, or a more 

serious dissatisfaction with some aspect of the NMITTP’s policies, procedures, management 
or administration must be set out in writing with full details and sent with all relevant 
documents and your full contact details for the attention of the SCITT lead . Should a formal 
written complaint be received by another member of the NMITTP’s staff, he or she will 
immediately pass it to the SCITT Lead.  

 



 

8. Your complaint will be acknowledged by telephone or in writing normally within five working 
days of receipt during term time and as soon as practicable during the holidays. The 
acknowledgement will indicate the action that is being taken and the likely timescale for 
resolution.  

 
9. The Accounting Officer may delegate responsibility for undertaking investigation of the 

complaint to a senior member of staff unless he/she deems it appropriate to deal with the 
matter personally. The Accounting Officer will decide, after considering the complaint, the 
appropriate course of action to take. 

 
10. Once the Accounting Officer is satisfied that, so far as is practicable, once all of the relevant 

facts have been established, a decision will be made. Trainees will be informed of this 
decision in writing, giving reasons for the decision. The written decision should be provided 
no later than ten (10) working days. 

 
11. The NMITTP will keep a written record of all formal complaints, including records of 

meetings and interviews held in relation to the complaint, and the NMITTP’s decision, which 
record will be kept for one (1) year after the trainee leaves the NMITTP. This record will 
state if complaints were resolved at the preliminary hearing or if they were taken to appeal. 

 
12. The SCITT Lead is responsible for keeping a log of all complaints received by or referred to 

them under this stage of the procedure. The log should provide a brief written summary of 
the name of the complainant, the date the complaint was received, the matter complained 
of, and the manner and date of its resolution. Written records may be kept of any meetings 
and interviews held in relation to the complaint. The complainant has no rights to access of 
these records/findings. Complaints should be reported via management and governance 
procedures. 

 
 

Stage Three – Panel Hearing 

13.  If the trainee is dissatisfied with the Accounting Officer’s decision in respect of their formal 
complaint, they may write to the NMITTP and request that their complaint is further 
considered by an independent Complaints Panel set up for this purpose. 

 
14.  This request for further assessment of the complaint will, for the purposes of this Procedure, 

be known as an ‘appeal’. 
 
15. The trainee must lodge their appeal in writing and within ten (10) working days of the date 

of the NMITTP’s decision made in accordance with the Stage Two Procedure. The trainee 
should provide a list of their complaint(s) made against the NMITTP which they believe to 
have been resolved unsatisfactorily by the Stage Two Procedure, along with the remedies 
sought in respect of each. 

 
16 The Complaints Panel is only obliged to consider the complaint(s) lodged in this ‘initial 

submission’ although they may use their discretion to consider other relevant and related 
matters that may subsequently arise. 

 



 

17.  Where an appeal is received, the NMITTP will, within five (5) working days, refer the matter 
to the Clerk to the Board of Governors who will act as Clerk to the Complaints Panel. Where 
the appeal is received by the NMITTP during holidays, or within two (2) working days of their 
commencement, the NMITTP has five (5) working days upon commencement of the school 
term to refer the matter to the Clerk. The Clerk provides an independent source of advice on 
procedure for all parties. 

 
18.  Once an appeal has been received by the Clerk, he/she will acknowledge the appeal in 

writing within five (5) working days and inform the parents of the steps involved in this 
Complaints Procedure. 

 
19.  The Clerk will then endeavour to convene an independent Complaints Panel hearing as soon 

as possible to consider the matter, normally no later than twenty (20) school days after 
receipt by the NMITTP of the trainee’s written notice that they wish to invoke the Stage 
Three Procedure, dependent upon the availability of the Panel members. 
The independent Complaints Panel will consist of three Governors of the Strategic Board 
who have not previously been involved in the complaint 
 

20.  The following are entitled to attend a hearing, submit written representations and address 
the Panel: 
(a)  The trainee and/or one representative (e.g. union representative); 
(b)  The Accounting Officer of the NMITTP and/or one representative; and 
(c)  Any other interested person whom the Complaints Panel considers to have a 

reasonable and just interest in the appeal and whose contribution would assist the 
Panel in their decision-making. 

 
Legal representation will not normally be appropriate. 
 

21.  Where the Complaints Panel deems it necessary, it may require that further particulars of 
the complaint or any related matter be supplied in advance of the hearing. In such cases all 
parties will be given the opportunity to submit written evidence to the Panel in support of 
their position, including: 
(a)  documents in support of complaint(s), 
(b)  chronology and key dates relating to complaint(s), and 
(c)  written submission setting out the complaint(s) in more detail. 
 

This evidence will be considered by the Panel, along with the initial submission that was lodged by 
the parents. 
 
22. Evidence will be initially sent to the Clerk, who will then circulate the documentation to all 

parties, including the Panel members, along with an order of proceedings. All written 
evidence must be received by the Clerk no later than ten (10) working days in advance of the 
hearing. The Clerk will distribute the written evidence to the relevant parties no later than 
five (5) working days in advance of the Panel hearing. 

23.  It is for the Panel to decide how to conduct the proceedings of the appeal, which should be 
reasonably informal so that all parties can present their case effectively. If possible, the 
Panel will resolve the trainee’s complaint immediately without the need for further 
investigation. Where further investigation is required, the Panel will decide how it should be 
carried out. 



 

 
24.  After due consideration of all the facts they consider relevant, the Panel will reach a 

decision, and may make recommendations, which it shall complete within ten (10) working 
days of the hearing. The decision reached by the Complaints Panel is final. Any decision 
reached that may have financial implications for the NMITTP will need the appropriate 
approval from the relevant authorities e.g. the Strategic Board and NMITTP Trust, although 
any such approval must be compatible with the decision of the Complaints Panel. 

 
25.  The Panel’s findings will be sent by the Clerk in writing to the trainee, the Governors, the 

Trust and, where relevant, the person complained of.   The letter will state any reasons for 
the decision reached and recommendations made by the Complaints Panel. 

 
26.  The NMITTP will keep a record of all appeals, decisions and recommendations of the 

Complaints Panel, which record will be kept for one (1) year after the traineeleaves the 
NMITTP. 

 
 
 
 
Monitoring, Evaluation and Review 
 
The Trust Board will review this policy at least every two years and assess its implementation and 
effectiveness.  The policy will be promoted and implemented throughout the NMITTP. This policy 
will be reviewed – June 2020. 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 



 

Appendix A - NMITTP Complaint Form               

Please complete and return to the NMITTP Administrator who will acknowledge receipt and explain 
what action will be taken. 
 

 

 
 
 
Your name: 
 
 
 
 
Address: 
 
 
 
Postcode: 
Day time telephone number: 
Evening telephone number: 
 
Please give details of your complaint. 
 
 
 
 
 
 
 
 
 
 
 
 
  
What action, if any, have you already taken to try and resolve your complaint.  
(Who did you speak to and what was the response)? 
 
 
 
 
 
 
 
 



 

 
 
 
 

 
What actions do you feel might resolve the problem at this stage? 
 
 
 
 
 
 
 
 
 
 
 
Are you attaching any paperwork? If so, please give details. 
 
 
 
 
 
 
 
   
 
Signature: 
 
 
Date: 
 
 
Official use 
 
Date acknowledgement sent: 
 
 
By who:  
 
 
 
 
Complaint referred to: 
 
Date:  
 
 
 



 

 
Appendix B  
 
Roles and Responsibilities of the Panel 
 
The Role of the Clerk 
 
The clerk would be the contact point for the complainant and be required to: 
 
➢ set the date, time and venue of the hearing, ensuring that the dates are convenient to all parties 

and that the venue and proceedings are accessible; 
➢ collate any written material and send it to the parties in advance of the hearing; 
➢ meet and welcome the parties as they arrive at the hearing; 
➢ record the proceedings; 
➢ notify all parties of the panel’s decision. 
 
 
 
The Chair of the Panel has a key role, ensuring that: 
 
➢ the remit of the panel is explained to the parties and each party has the opportunity of putting 

their case without undue interruption; 
➢ the issues are addressed;  
➢ key findings of fact are made;  
➢ the complainant may not be used to speaking at such a hearing and are put at ease;  
➢ the hearing is conducted in an informal manner with each party treating the other with respect 

and courtesy; 
➢ the panel is open minded and acting independently;   
➢ no member of the panel has a vested interest in the outcome of the proceedings or any 

involvement in an earlier stage of the procedure;  
➢ each side is given the opportunity to state their case and ask questions; 
➢ written material is seen by all parties.  If a new issue arises it would be useful to give all parties 

the opportunity to consider and comment on it. 
 
Notification of the Panel’s Decision 
 
The chair of the panel needs to ensure that the complainant is notified of the panel’s decision, in 
writing, within 3 working days.   
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Complaint received by staff member 
            To be resolved within 10 working days 

Issue resolved 
No further action required 

Issue not resolved 
Reported to Complaints Coordinator in writing 

Complaint received by Coordinator 
Acknowledge receipt of complaint within 10 working days 
  Letter with decision sent within 10 working days  

Issue resolved 
No further action required 

Issue not resolved 
Appeal lodged within 10 working days of receipt of decision 

                            Complaint appeal received  
                Clerk issues letter to trainees in 5 working days 
     Appeal meeting convened within 20 working days of receipt  
      Evidence distributed to all 5 working days before meeting                         

 
  

             Complaint heard by Complaint Panel  
         Decision made within 10 working days of hearing 
        Letter sent to all parties confirming panel decision                                 

 
  

 
 

Appendix C - Manchester Communication Primary NMITTP Complaints 

Flowchart 

Summary of Dealing with Complaints 

 
            
 


