
 

Complaints Policy and Procedures 

We take all feedback very seriously and will treat it as an opportunity to develop, which is why we are always keen to 
hear from you.  We know that from time to time mistakes or misunderstandings can happen, but we want to be able 
to learn from them and try to prevent them happening again. This Complaints Policy distinguishes between a 
concern or difficulty, which can usually be resolved informally, and a formal complaint which may require further 
investigation. 

HEP will deal with concerns, difficulties and complaints in accordance with its duty under the Equality Act 2010 to 
have due regard to the need to eliminate discrimination, harassment, victimisation and other conduct prohibited by 
the Equality Act 2010, to advance equality of opportunity between those who share a protected characteristic and 
those who do not, and by fostering good relations between those who share a protected characteristic and those 
who do not. 

Where a complaint is made against a member of the team, depending upon the nature and seriousness of the 
complaint, the matter may be dealt with under the HR procedures particular to that individual’s employer as 
appropriate, which are strictly confidential, rather than under this Complaints Policy. 

At each stage of the complaints procedure, the investigator will consider how the complaint may be resolved.  In 
considering how a complaint may be resolved, we will have regard to the seriousness of the complaint.  It may be 
appropriate in order to bring the complaint to a resolution for the investigator to offer: 

 An explanation; 
 An apology; 
 Reassurance that steps have been taken to prevent a recurrence of events which led to the complaint; 
 Reassurance that we will undertake a review of our policies and procedures in light of the complaint. 

 
None of the above will constitute an admission of negligence or an acceptance of liability on behalf of HEP. 
 
Examples of outcomes following a complaint may include the following findings: 
 

 There was insufficient evidence to reach a conclusion, so the complaint cannot be upheld; 

 The investigation did not substantiate the matters raised, so the complaint cannot be upheld; 

 The complaint was substantiated in part or full.  A description will be given of any remedial action being taken 
by us as a consequence of the complaint. 

Stage 1: concerns and difficulties dealt with informally 

In the first instance, please contact the relevant person by phone or email: 

What is your 
complaint about? 

Types of issues Who to contact 

A CPD event  Admin prior to the day/during 
the event/post event 

Suzanne McGowan, Office Manager 
Suzanne.mcgowan@haringeyedcuationpartnership.co.uk 

The content of the 
course/delivery etc. 

Heather de Silva, Lead Improvement Partner 
Heather.desilva@haringeyeducationpartnership.co.uk 

Governor 
Support 

Clerking, Governor services, 
Governor Training 

Carolyn Banks, Head of Governor Services 
Carolyn.banks@haringeyedcuationpartnership.co.uk 



 
Improvement 
Partner 

Notes of Visit not received 
Visits delayed etc. 

Contact your IP in the first instance 
Individual email addresses available on our website 

Unresolved issues with 
Improvement Partner 

Fran Hargrove, Lead Improvement Partner  
Fran.hargrove@haringeyeducationpartnership.co.uk 

Membership of 
HEP 

Costs/Value for 
money/conduct of a member 
of HEP 

James Page, Chief Executive 
James.page@haringeyeducationpartnership.co.uk 

Please include your name, email, address and contact number in any email or letter, so that we can contact you if we 
need to.  The member of the team who is dealing with a concern or difficulty will make a record of the issues raised, 
the action taken and, if applicable, the resolution reached. We will attempt to resolve any issues at this stage.   

Stage 2: Complaints formally investigated by the Chief Executive 

If after Stage 1 of this Complaints procedure you feel your complaint has not been resolved, please write to or email 
James Page, our Chief Executive: 
James Page 
Haringey Education Partnership, 
Inderwick Road,  
Crouch End N8 9JF 
James.page@haringeyeducationpartnership.co.uk  
 
We will investigate, using the records of the Stage 1 procedure, and any further information required may be 
requested at this stage if appropriate. If the Chief Executive deems it to be appropriate, the Complainant will be 
offered a meeting to discuss the issues raised.  This may take place at the beginning of the investigation to clarify any 
matters which are unclear, or after the investigation has taken place with the aim of reaching an amicable 
resolution. An acknowledgment will be sent within 10 working days of receiving a written complaint. The response 
will be sent within 20 working days of receiving the complaint and will summarise what investigations have been 
carried and what action, if any, is proposed to resolve the matter. If, in exceptional circumstances, an extension of 
time is required in order to respond to the complaint, we will notify you in writing of the extension and the likely 
new timescale for providing a response. 

Stage 3: Complaint to the Board of Directors 

If your complaint is about the Chief Executive, or having been through Stages 1 and 2 you feel that your issue has still 
not been resolved, your request for the complaint to be escalated to Stage 3 should be made in writing within 10 
working days of the date of the Stage 2 outcome letter to Valerie Hannon, the Independent Chair of the Board of 
Directors: 
Complaints, c/o Valerie Hannon 
Haringey Education Partnership, 
Inderwick Road,  
Crouch End N8 9JF 
 
An acknowledgement will be sent within 10 working days of receiving the Stage 3 request, and a meeting will be 
offered at a mutually convenient time within 30 days of receipt of the request to proceed to Stage 3. The 
Independent Chair of the Board of Directors (or alternative investigating officer as appropriate) will be provided with 
the records of the Stage 1 and Stage 2 procedure, and any further relevant information. The Office Manager will 
notify you of the decision within 15 working days of the meeting, and what action, if any, is proposed to resolve the 
matter.       

At this point any complaint will be considered to have been fully dealt with. 

Late Complaints 

mailto:James.page@haringeyeducationpartnership.co.uk


 
Where a complaint is submitted more than six months after the incident or event (or where the complaint relates to 
a series of incidents or events, more than six months from the date of the latest incident or event), HEP reserves the 
right to refuse to investigate the complaint under this Complaints Policy if it appears reasonable and fair to do so, 
having regard to the circumstances surrounding the complaint. 

 


