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1. Purpose 
 

1.1 The purpose of this procedure is to set out how concerns and complaints relating to the content and 
delivery of all School-Led Network NPQ programmes will be handled.  It is to ensure that queries and 
complaints are dealt with fairy and promptly.  
 

2. Who can make a Complaint? 
 

2.1 This Complaints Procedure is not limited to registered participants of School Led Network (SLN) 
National Professional Qualification (NPQ) programmes.  Any person who has a legitimate interest in 
SLN provision may make a complaint about the provision of facilities or services that we provide.  
 

3. The difference between a concern and a complaint 
 

3.1 A concern may be defined as ‘an expression of worry or doubt over an issue considered to be 
important for which reassurances are sought’. 
 

3.2 A complaint may be defined as ‘an expression of dissatisfaction however made, about actions taken or 
a lack of action’. 
 

3.3 It is in everyone’s interest that concerns and complaints are resolved at the earliest possible stage. 
Many issues can be resolved informally, without the need to use the formal stages of the Complaints 
Procedure. The SLN takes concerns seriously and will make every effort to resolve the matter as quickly 
as possible.  
 

3.4 Whilst concerns should be raised and dealt with informally wherever possible, we understand that 
there are occasions when people would like to raise their concerns more formally.  In this case, the SLN 
will attempt to resolve the issue internally through the stages outlined within this Complaints 
Procedure.  
 

4. How to raise a concern or make a complaint 
 

4.1 A concern or complaint should be made in writing.  They may also be made by a third-party acting on 
behalf of a complainant, as long as they have appropriate consent to do so. 
 

4.2 Concerns should initially be raised with an appropriate member of Delivery Partner staff via email; this 
may be the Delivery Partner lead, a training facilitator, an Expert Supporter or an administrator.  If 
appropriate, you can raise it with directly with the appropriate SLN Delivery Provider (Harris 
Federation, NETSP, OGAT or Star) overseeing the Delivery Partner via one of the email addresses 
below.  The diagram below details the SLN organisational structure for reference.   
 

4.3 Complaints.  If the concern remains unresolved or you feel the issue warrants a complaint, the next 
step is to begin a formal complaint process.  The ‘SLN Complaint Form’ at Annex A, should be 
completed at the start of the complaint process, so that your complaint can be properly documented.  
The completed form should be emailed to the relevant Delivery Provider via one of the following email 
addresses: 

 

▪ Outwood Grange Academies Trust - Sln@outwood.com 
▪ Star Academies - Info@starinstitue.org.uk 
▪ NETSP - netsp@newcastle.ac.uk 

mailto:Sln@outwood.com
mailto:Info@starinstitue.org.uk
mailto:netsp@newcastle.ac.uk
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▪ Harris Federation - HLC@school-led.org.uk 
 

4.4 In accordance with equality law, we will consider making reasonable adjustments, if required, to 
enable complainants to access and complete this Complaints Procedure.  For instance, providing 
information in alternative formats or assisting complainants in raising a formal complaint.  Please 
contact your Delivery Partner if you would like to request reasonable adjustments or help e.g. 
assistance in transcribing a concern or complaint or onward forwarding.    
 

4.5 Anonymous complaints.  We will not normally investigate anonymous complaints.  However, the SLN 
Delivery Partner should inform the appropriate Delivery Provider so they can advise/determine 
whether the complaint warrants an investigation. 
 

 

 
 
        School Led Network structure 
 

5. Roles and responsibilities 
 

5.1 Delivery Partner   
 
▪ to consider concerns and resolve where possible.  
▪ to escalate unresolved concerns or complaints to the appropriate Delivery Providers, as 

applicable. 
 

5.2 Delivery Provider 
 

▪ to support the Delivery Partner in resolving the complaint/concern, as applicable.  
▪ to resolve the complaint/concern where Delivery Partners are unsuccessful.  
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▪ to escalate the complaint to the SLN Programme Board where unable to resolve it. 
 

5.3 SLN Programme Board 
 

▪ to resolve complaints escalated from Delivery Providers.  
▪ to escalate unresolved complaints to the SLN Governance Board. 
▪ to report complaint data to the SLN Governance Board, including the number and nature of 

complaints and any remedial actions recommend and/or taken. 
▪ ensure complaint data is reported to the DfE as directed in Schedule 8 of the Call Office Set up 

Contract. 
 
5.4 SLN Governance Board 

 
▪ to resolve complaints referred up from SLN Programme Board. 
▪ to act as the final authority for complaint resolution. 

 

6. Procedure 
 

6.1 Fairness.  All participant concerns and complaints relating to content and delivery will be investigated 
thoroughly, fairly and within a reasonable timeframe. To ensure fairness and impartiality all concerns 
and complaints will be considered by those without prior connection to the complainant. 
 

6.2 Confidentiality.  All SLN staff/representatives and any participants involved in the investigation of a 
concern or complaint have a duty of confidentiality to the complainant and to each other. This means 
that all parties should refrain from discussing the case with anyone other than people who may be 
deemed to have a legitimate need to know.  By submitting a concern or complaint, complainants are 
giving permission for relevant SLN staff/representatives with a legitimate business need to access their 
documentation. 
 

6.3 Timeframe.  All concerns should be submitted in writing to the respective Delivery Partner and 
complaints to the relevant Delivery Provider.  In both cases they are to be acknowledged and 
referred to the appropriate person within two working days.  Where a concern cannot be resolved it 
is to be escalated to the relevant Delivery Provider at the first opportunity. 

 
6.4 Any formal complaint is to have a meaningful response, whether it be by telephone or in person, as 

well as in writing, within five working days of receipt.  If the complainant if unhappy with the 
response, they are entitled to escalate it to the next higher authority and the Delivery Partner is to 
assist with facilitating this where necessary.  Any subsequent escalation of a complaint will be 
considered and decided upon within a further five working days, wherever possible. 

 
6.5 Escalation of concerns/complaints.  Delivery Partners will try in the first instance to resolve any 

concern with the person submitting it.  If they are unable to resolve or answer the concern it is to be 
escalated to the relevant Delivery Provider.  If complaints cannot be resolved successfully by the 
Delivery Provider it will be escalated to the next higher authority i.e. the SLN Programme Board, for 
resolution and ultimately to the SLN Governance Board and/or an external authority where 
appropriate. 

 

7. Grounds for complaint 
 

7.1 A complaint can be made on the basis of one of the following, although this list is not deemed to be 

exhaustive: 
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▪ failure of a Delivery Partner or representative within the SLN to deliver the programme to a 
satisfactory standard. 

▪ failure of a Delivery Partner or representative within the SLN to communicate sufficient details 
regarding the NPQ programme requirements or delivery sessions to a satisfactory standard. 

▪ inappropriate or offensive communications from any Delivery Partner or representative in 
relation to a SLN NPQ Programme(s). 

▪ inappropriate behaviour of a facilitator during a live session, whether online or in person. 
▪ inappropriate behaviour of an Expert Supporter during a one-to-one or group NPQ session. 
▪ failure of a Delivery Partner or an SLN representative to meet the reasonable individual needs of a 

participant on an NPQ Programme. 
 

7.2 A complaint must include justification for claiming that either of the above bases apply. The complaint 
may be rejected if this requirement has not been met. 

 

8. Resolving complaints 
 

8.1 At each stage of the procedure, the SLN wants to resolve the complaint.  If appropriate, we will 
acknowledge that the complaint is upheld in whole or in part.  In addition, we may offer one or more 
of the following: 
 
▪ an explanation. 
▪ an admission that the situation could have been handled differently or better. 
▪ an assurance that we will try to ensure the event complained of will not reoccur. 
▪ an explanation of the steps that have been or will be taken to help ensure that it will not 

happen again and an indication of the timescales within which any changes will be made, and/or 
▪ offer a formal apology. 

 

9. Complaints received outside of term time 
 

9.1 We will consider complaints made outside of term time to have been received on the first school day 
after the holiday period.  However, wherever possible the SLN will endeavour to respond at the earliest 
possible time. 
 

10. Withdrawal of a complaint 
 
10.1    If a complainant wants to withdraw their complaint, we will ask them to confirm this in writing. 
 

11. Monitoring 
 

11.1   The SLN Governance Board will be kept abreast of any complaints investigated under this procedure, 

including: 

▪ the number of complaints made, and whether they were resolved satisfactorily; and 
▪ the nature of the complaints and any remedial action recommended and taken. 

 
11.2    Harris Federation, as the SLN Lead Delivery Provider, is contracted to provide the Department for 

Education with information about the number and nature of complaints the SLN receives and the 
outcome of each complaint that is processed. 
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12. Whistleblowing and Safeguarding concerns 
 
12.1 If an individual is concerned about suspected wrongdoing, then they should follow the SLN’s process 

for ‘blowing the whistle’, which is detailed in the Whistleblowing policy and can be found on the SLN 
website or on the SLN Digital Platform. 
 

12.2 Likewise, if an individual has any concerns about how safeguarding / child protection issues are 
handled by the SLN they should consult the SLN Safeguarding Policy, which can be found on the 
website and on the Digital Platform. 
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Annex A - SLN Complaint Form 

The Complaint Form is to be completed and returned to your respective Delivery Provider (See Section 4 of 
the Complaint Procedure), who should acknowledge receipt.  Many thanks for your patience and we hope 
your concern/complaint will be resolved to your satisfaction. 
 
 

Your name: 

Contact number - please state preferred contact time: 

Email address: 

Your National Professional Qualification: 

 

Your Delivery Partner:  

Please give details of your complaint, including whether you have spoken to anybody at the Delivery 

Partner about it. 

 

 

 

What actions do you feel might resolve the complaint at this stage? 

 

 

 

Signature:                                                                                                Date: 

Official use 

Date acknowledgement sent: 

By who:  

Complaint referred to: 

Date Harris Federation, Lead Deliver Provider, informed by Delivery Provider/Partner: 

Date resolved: 

 

 

 


