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Policy Category Parent and Student Facing 

Name of policy Complaints Procedure for Parents and Carers 

Purpose of policy To ensure that parents understand how to raise a concern or complaint 
and the procedures the school will follow in responding to complaints 
fairly, proportionately and within appropriate timescales. 

Scope Current Parents 

Regulatory or legal 
requirement addressed by 
policy 

Education (Independent School Standards) Regulations 2026 (ISSR) 
Early Years Foundation Stage Statutory Framework 
Children Act 1989; Childcare Act 2006 
Equality Act 2010 
Data Protection Act 2018 UK 
General Data Protection Regulation (UK GDPR) 

Other policies referred to Admissions Policy 
Relational Practice Policy 
Data Protection Policy 
Privacy Notice 
SEND Policy 
Safeguarding Policy 
The Parent Contract 

Policy owned by The Head. 
The policy and procedure will be reviewed annually, monitored and 
evaluated by the Head, Senior Deputy Head, Head of Primary and 
Governors. 

Date effective from 19th June 2026 

Review due Autumn 2026 

Published on website/external 
facing 

Yes 

  



   

 

Purpose of the Policy 
At Derby High School, relationships sit at the heart of our community. We believe that strong, respectful and 
open communication between school and home is essential in enabling children and young people to flourish. 
We recognise that, from time to time, parents may have concerns or feel dissatisfied with an aspect of school 
life. When this happens, we are committed to listening carefully, responding thoughtfully and working 
collaboratively to resolve matters fairly and proportionately. 
Most concerns can be resolved informally through open dialogue and mutual understanding. Our aim is always 
to address concerns at the earliest possible stage and in a manner that reflects the school’s values. 
Where concerns cannot be resolved informally, the school has a formal complaints procedure to ensure that 
matters are considered carefully, consistently and appropriately. 
 

Scope and Application 
This is a whole-school policy, including the Early Years Foundation Stage (EYFS). 
This policy applies to complaints from: 

 parents of current registered pupils  

 parents of former pupils, provided the complaint was initially raised when the pupil remained 
registered at the school  

The policy applies to expressions of dissatisfaction about the actions or inaction of the school where a parent 
wishes the school to take action or formally consider a matter. 
The scope of this policy does not extend to: 

 requests for financial awards, compensation, damages or fee refunds  

 disputes relating solely to the level of school fees or fee increases  

 contractual matters relating to the Parent Contract  

 requests for disciplinary action against members of staff  

 safeguarding allegations or concerns relating to staff conduct which will be managed in accordance 
with the school’s Safeguarding Policy, statutory safeguarding guidance and, where appropriate, 
procedures involving the Local Authority Designated Officer (LADO)  

 matters where there are separate statutory procedures, including certain data protection matters  
Where concerns relate to financial or contractual matters, the school may respond under the terms of the 
Parent Contract or other relevant policies and procedures rather than under this Complaints Policy.  
Parents are not expected to approach individual governors directly regarding complaints. Governors have no 
power to act individually and doing so may prevent them from participating in a Stage 3 panel hearing if 
required. 
 

Separated Parents 

The school recognises that, from time to time, concerns or complaints may arise within the context of 
parental separation or family disagreement. 
The school will always seek to act in the best interests of the pupil and maintain an appropriate focus on the 
pupil’s education, welfare and wellbeing. 
 
The school will not ordinarily become involved in parental disputes, matters of family conflict or 
disagreements between those with parental responsibility unless this is necessary in order to safeguard or 
support the pupil. 
 
Parents are expected to communicate respectfully and in accordance with the school’s Separated Parents 
Policy where applicable. 



   

 

 
Where a complaint is raised within the context of an ongoing parental dispute, the school reserves the right 
to adapt, pause or limit the complaints process where it reasonably considers that the complaint cannot be 
considered fairly, objectively or in the best interests of the pupil. 

Anonymous Complaints 

The school will not normally investigate anonymous complaints. However, the Head or Chair of Governors 
may determine that an anonymous complaint should be investigated where there is sufficient information 
available and where the matter relates to safeguarding, welfare or other serious concerns. 

Complaints Relating to Pupils Aged 18 or Over 

This policy is intended for use by parents and carers of registered pupils. 
Where a pupil is aged 18 or over, the school may correspond directly with the pupil regarding matters 
relating to their education, welfare or personal data where appropriate. 
The school reserves the right to determine whether a complaint will be managed directly with the pupil, with 
the parent, or with both parties, taking account of the pupil’s wishes, confidentiality obligations and the 
circumstances of the complaint. 
 

Guiding Principles 
In considering concerns and complaints, the school will seek to: 

 resolve concerns at the earliest possible stage  

 work in partnership with parents  

 listen carefully and respectfully to all parties  

 act fairly, proportionately and without prejudice  

 maintain appropriate confidentiality  

 keep suitable written records  

 ensure complaints are handled in a timely manner  

 uphold the school’s relational practice approach throughout the process  

 ensure, where appropriate, that the views and experiences of pupils are listened to and considered 
as part of the process  

 

Concerns and Complaints 
The school encourages parents to raise concerns at the earliest opportunity so that they can usually be 
resolved quickly and informally. 
 
A concern may be defined as an expression of worry or doubt for which reassurance or clarification is 
sought. 
 
A complaint may be defined as an expression of dissatisfaction about actions taken or a lack of action by the 
school, where the complainant wishes the matter to be investigated and formally responded to. 
 
In most cases, concerns are best resolved through direct communication with the member of staff most 
closely involved. The school recognises, however, that there may be occasions where a matter cannot be 
resolved informally and a formal complaint is necessary. 
 



   

 

In considering concerns and complaints, the school will seek, where appropriate, to understand the views, 
experiences and wishes of the pupil or pupils involved. This may include meeting or speaking directly with 
pupils as part of establishing the relevant facts and understanding the context of the concern or complaint. 
 
Where parents do not permit the school to speak with a pupil directly, this may limit the school’s ability to 
investigate the matter fully and fairly. 
 
Discussions with pupils as part of a concern or complaint investigation will normally take place without 
parents being present, so that pupils are able to speak openly, comfortably and appropriately in a manner 
suitable to their age and understanding. The school will always seek to conduct such discussions sensitively 
and proportionately. 
 
If a parent finds it difficult to discuss a concern with a particular member of staff, the school will seek to 
identify an alternative appropriate member of staff to support the process. 
 

Timescales 
Parents are encouraged to raise concerns or complaints as soon as possible so that matters can be 
addressed promptly and fairly. 
 
Complaints should normally be raised within three months of the incident taking place, or within three 
months of the final incident in a series of connected events. The school may consider complaints outside of 
this timescale where exceptional circumstances apply. 
 
Throughout this policy, “working days” means Monday to Friday during school term time, excluding weekends, 
bank holidays and published school holidays. 
 
Where possible, the school will seek to avoid unnecessary delay during holiday periods and will adopt a 
reasonable and pragmatic approach to resolving complaints. 
If there is likely to be a significant delay to any published timescale, the school will notify parents and provide 
revised timescales where appropriate. 
 
Complaints relating to the EYFS must be investigated and completed within 28 days. 
Complaints received outside of term time will be considered received on the first school day after the 
holiday period. 
 

Stage 1 – Informal Resolution 
It is hoped that most concerns and complaints can be resolved informally and through open communication. 
 
Parents should normally raise concerns initially with their child’s Form Tutor or class teacher, either verbally 
or in writing. 
 
Where appropriate, concerns may then be referred to pastoral leaders, Heads of Key Stage, Heads of 
Department, the Head of Primary, Assistant Head of Primary, Deputy Head or other senior staff. 
The school will aim to acknowledge concerns promptly and work collaboratively with parents to reach a 
resolution as quickly as reasonably practicable. 
 



   

 

As part of this process, the school may speak directly with pupils involved in the matter in order to 
understand their experiences and perspectives appropriately and proportionately. Such discussions will 
normally take place without parents being present so that pupils are able to speak openly and comfortably. 
 
Complaints made directly to the Head will usually be referred to the appropriate member of staff in the first 
instance unless the Head considers it appropriate to deal with the matter personally. 
A written record will be kept of concerns and complaints raised and how matters were resolved. 
If the matter cannot be resolved informally, parents will be advised how to proceed to Stage 2 of this 
procedure. 
 

Stage 2 – Formal Resolution 
If a complaint cannot be resolved informally, parents should complete the school’s Formal Complaints Form 
(Appendix A) and submit this in writing to the Head within 10 working days of the Stage 1 outcome. 
 
The complaint form should clearly outline: 

 the nature of the complaint  

 the steps already taken to resolve the matter  

 the outcome sought  
 

Where a parent is unable to complete the form themselves, the school will make reasonable adjustments or 
provide appropriate assistance where required. 
 
The Head will acknowledge the complaint and decide upon the appropriate course of action. 
In most cases, a member of the senior leadership team will meet or speak with the parents concerned in 
order to discuss the complaint and seek a resolution. 
 
As part of any investigation, the school will normally seek to speak directly with the pupil or pupils involved, 
where appropriate, in order to establish the relevant facts fully and fairly and to ensure that pupil voice is 
appropriately considered. Such discussions will normally take place without parents being present so that 
pupils are able to speak openly and comfortably. 
 
Where permission for the school to speak with a pupil is withheld, this may limit the school’s ability to 
investigate or reach findings in relation to the complaint. 
 
Where further investigation is required, the school may need additional time to establish the relevant facts. 
Parents will be kept informed of progress and updated timescales where appropriate. 
 
Written records of meetings, discussions and evidence considered as part of the investigation will be kept on 
the school information management system. 
 
Once satisfied that, so far as is reasonably practicable, all relevant facts have been established, the School 
will provide a written response outlining the decision and the reasons for it. This will normally be provided 
within 20 working days of receipt of the formal complaint. 
 
If a complaint becomes subject to legal proceedings, the school may decide to suspend or adapt the 
complaints process pending legal advice. 
 
Where matters relating to a complaint are also subject to court proceedings, police investigation, 
safeguarding investigation or other external processes, the school may decide to pause, limit or adapt the 
complaints procedure pending the outcome of those processes or receipt of appropriate advice. 



   

 

 
In such circumstances, the school will seek to proceed in a manner that is fair, lawful and in the best 
interests of the pupil and wider school community. 
 
The school will not normally investigate matters that fall properly within the remit of the police, courts, 
statutory safeguarding agencies or other external bodies. 
 
If parents remain dissatisfied, they may proceed to Stage 3 within 10 working days of receiving the Stage 2 
response. 
 
 
 

Complaints Against the Head 
If the complaint concerns the Head, the complaint should be made in writing to the Chair of Governors via 
the Clerk to the Governors. 
 
The Chair of Governors will acknowledge the complaint and carry out an appropriate investigation. 
Parents will normally receive a written response within 20 working days, unless additional time is reasonably 
required to complete the investigation. 
 
If parents remain dissatisfied, they may proceed to Stage 3. 
 

Stage 3 – Panel Hearing 

Purpose of Stage 3 

Stage 3 is the final stage of the school’s Complaints Procedure. 
The purpose of the Panel Hearing is to consider the complaint afresh in light of the information provided, 
review the process followed at Stage 2 and determine whether the outcome reached was fair and 
reasonable. 
 
The Panel may uphold the complaint, in whole or in part, dismiss the complaint, and/or make 
recommendations. 

Step 1: Requesting a Panel Hearing 

If parents remain dissatisfied following Stage 2, they may request a Panel Hearing by writing to the Clerk to 
the Governors within 10 working days of receiving the Stage 2 outcome. 
The request should include: 

 the aspects of the complaint that remain unresolved  

 the outcome sought  

 copies of relevant documentation  

 details of any documents held by the school that parents wish the Panel to consider  
New complaints will not normally be considered at Stage 3. Any new matters raised will usually need to be 
considered under Stage 1 of this procedure. 
 
Parents may withdraw their request for a hearing at any point before the hearing takes place. 



   

 

Step 2: Acknowledging the Request 

The Clerk will acknowledge the request within 3 working days. 
The Clerk will then begin arrangements for the Panel Hearing. 

Step 3: Appointing the Panel 

The Panel will consist of at least three individuals who have not been directly involved in the matters 
detailed in the complaint. 
 
At least one member of the Panel will be independent of the management and running of the school, in 
accordance with the Independent School Standards Regulations. 
The members of the Panel will appoint one member to act as Chair of the Hearing. 
The Clerk to the Governors will act as Clerk to the Panel Hearing and will manage the administrative 
arrangements. 

Step 4: Arranging the Hearing 

Every reasonable effort will be made to arrange the hearing within 20 working days of receipt of the request. 
 
Panel Hearings will not normally take place during school holidays. 
 
Complaints relating to the EYFS will always be completed within the required 28-day timescale. 
The Clerk will notify all parties of the date, time and venue of the hearing at least 10 working days in 
advance. 

Step 5: Preparing for the Hearing 

Parents should submit any additional documentation no later than 7 working days before the hearing. 
 
Documentation should relate directly to the matters raised within the original complaint. 
Relevant documentation will normally be circulated to all parties no later than 5 working days before the 
hearing. 
 
The Panel may request additional information, clarification or the attendance of relevant witnesses where it 
considers this necessary. 

Step 6: Attending the Hearing 

Parents may attend the hearing and may be accompanied by one other person for support, such as a relative 
or friend. 
 
The Complaints Procedure is an internal school process and not a legal proceeding. Legal representation at 
the Panel Hearing is therefore not permitted. 
 
The Chair of the Panel reserves the right to refuse attendance by any accompanying person whose presence 
is considered likely to impede the fair, orderly or non-adversarial conduct of the hearing. 
The Panel will usually proceed in the absence of parents if they choose not to attend, provided reasonable 
attempts have been made to accommodate availability and ensure fairness. 

Step 7: The Panel’s Consideration 

The Panel will consider all relevant information presented before and during the hearing. 



   

 

 
The Panel will consider whether: 

 the complaint has been properly investigated  

 the Stage 2 process was fair and proportionate  

 the Stage 2 outcome was reasonable in light of the evidence available  

 any further action is required  

Step 8: The Outcome 

After due consideration, the Panel will decide whether to uphold the complaint, in whole or in part, or 
dismiss it. The Panel may also make recommendations. 
 
The Clerk will send a copy of the Panel’s decision, together with the reasons for it, to the parents, the Chair 
of Governors, the Head and, where relevant, any other person involved in the complaint. 
This will normally be sent within 5 working days of the hearing. 
 
The decision of the Panel will be final. 

Step 9: Records and Follow-Up 

A written record will be kept of all complaints considered under Stage 3, together with details of whether the 
complaint was resolved following a formal procedure or proceeded to a Panel Hearing, and any action taken 
by the school as a result. 
 
Records will be kept confidential except where disclosure is required by the Secretary of State, the 
Independent Schools Inspectorate or another relevant regulatory body. 
 
The Governing Body, or a delegated sub-committee, will consider any Panel decisions and recommendations 
and determine what further action, if any, should be implemented by the school. 
 

Mediation 
At any stage of this procedure, the school may consider whether mediation or a facilitated discussion may 
assist in resolving the matter constructively and restoring positive working relationships. 
 
Mediation can help to clarify misunderstandings, improve communication and resolve concerns in a timely 
and supportive manner. Participation in mediation is voluntary and will only take place where all parties 
agree that it may be helpful. 
 
The use of mediation does not prevent parents from continuing with the formal complaints process should 
the matter remain unresolved. 
 

Managing Serial or Unreasonable Complaints 
The school seeks to maintain constructive and respectful communication at all times, even where there is 
disagreement or dissatisfaction. 
 
We recognise that raising a complaint can be stressful and emotional. Equally, staff should be able to carry 
out their duties free from unreasonable, aggressive or abusive behaviour. 



   

 

 
Where the behaviour of a complainant hinders the consideration of a complaint or places unreasonable 
demands on staff, the school may take proportionate steps to manage communication appropriately. 
 
Examples of unreasonable behaviour may include: 

 refusing to articulate the complaint or desired outcome  

 refusing to cooperate with the complaints process  

 repeatedly raising the same issues after the procedure has concluded  

 sending excessive or persistent correspondence relating to matters that have already been 
considered under this procedure  

 making excessive demands on staff time  

 using abusive, offensive, threatening or discriminatory language  

 knowingly providing false information  

 publishing confidential or inappropriate material on social media or public forums  
Where appropriate, the Head or Chair of Governors will seek to address concerns informally before any 
formal restrictions are introduced. 
 
Where necessary, the school may: 

 limit methods of communication  

 require communication through a single point of contact  

 restrict the frequency of contact  

 implement a communication plan  
 

The school is not obliged to respond to repeated correspondence that raises substantially the same issues 
once the complaints procedure has been concluded. 
 
In cases involving serious aggression, harassment or threatening behaviour, the school may involve the 
police and/or restrict access to the school site. 
 

Data Protection Concerns and Complaints 
The school processes personal data in accordance with the UK General Data Protection Regulation (UK 
GDPR), the Data Protection Act 2018 and the school’s Data Protection Policy. 
 
The school is committed to handling concerns relating to personal data openly, fairly and without undue 
delay. Individuals may raise concerns regarding the processing of personal data, including concerns relating 
to subject access requests, requests for rectification, requests for erasure, data accuracy, data retention or 
the way in which personal data has been processed or shared. 
Concerns relating to personal data will usually be considered in line with the school’s Data Protection Policy 
and relevant statutory procedures. 
 
Where appropriate, the school may respond to a matter under the relevant statutory data protection 
procedures rather than through the formal complaints process. This does not prevent a parent from raising a 
complaint under this Complaints Policy where applicable. 
The school will normally acknowledge data protection concerns or complaints within 2 working days and will 
investigate and respond without undue delay. The school will normally respond to data protection requests 
within one calendar month (30 days) of receipt. In some circumstances, including where requests are 
particularly complex or involve large volumes of information, the school may extend this timescale in 
accordance with data protection legislation. Where this applies, the school will inform the individual and 
explain the reasons for the extension. 
 



   

 

In responding to concerns relating to personal data, the school will also ensure that the rights and privacy of 
other individuals are protected in accordance with data protection legislation. 
Individuals also have the right to raise concerns directly with the Information Commissioner’s Office (ICO) if 
they believe their data protection rights have not been handled appropriately. 
 
Information Commissioner’s Office 

 Wycliffe House 

 Water Lane 

 Wilmslow 

 Cheshire 

 SK9 5AF 
Information Commissioner's Office 
 

Confidentiality 
All concerns and complaints will be treated seriously and confidentially. 
 
Correspondence, statements and records relating to complaints will be kept confidential except where 
disclosure is required: 

 as part of the investigation of the complaint  

 by the Secretary of State  

 by a body conducting an inspection under section 108 or 109 of the Education and Skills Act 2008  

 where otherwise required by law  
 

Written Records 
The Head will keep a written record of all formal complaints, including: 

 whether they were resolved at Stage 2 or Stage 3  

 actions taken by the school as a result of the complaint  

 whether the complaint was upheld  
Records relating to complaints will be retained in accordance with the school’s data retention procedures 
and for at least three years from the date of resolution. 
For EYFS complaints, records will be made available to Ofsted and ISI on request and retained for at least 
three years. 
The number of formal complaints registered during the previous academic year is available on request from 
the school. 
There were two complaints registered under the formal procedure during the academic year 2024–2025. 
 

EYFS Complaints 
Parents of children in the EYFS may contact Ofsted and/or ISI directly regarding the provision. 
Complaints relating to the EYFS must be investigated and completed within 28 days. 

Ofsted 

Ofsted 

 Piccadilly Gate 



   

 

 Store Street 
 Manchester 
 M1 2WD 
Ofsted Complaints Information 
Telephone: 0300 123 1231 

ISI 

Independent Schools Inspectorate 
Telephone: 020 7600 0100 
 

Withdrawal of a Complaint 
If a complainant wishes to withdraw a complaint, the school will ask for confirmation in writing. 
 

Contact Details 

Head 

Amy Chapman 

 01332 514267 

 achapman@derbyhigh.derby.sch.uk 

 headsecretary@derbyhigh.derby.sch.uk 

Chair of Governors 

Anne Penny 

 c/o Clerk to the Governors 
 clerk@derbyhigh.derby.sch.uk 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:achapman@derbyhigh.derby.sch.uk
mailto:headsecretary@derbyhigh.derby.sch.uk
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Appendix A 

 
 

Complaint Form 

To be completed by the student’s parent or legal guardian only 

 

Basic Details 

Student Name  

Complainant’s Name  

Relationship to the Student  

Address  

E-mail  

Telephone number(s)  

 

What is your complaint regarding? 
(please mark with an x all relevant areas below) 

Safeguarding  SEN/D  

Health and Safety  Catering  

Curriculum  Uniform  

Student Behaviour  Communication   

Staff Behaviour  Other (please state)  

 

Please give a brief description of your complaint 

 
 
 
 
 
 
 

How have you already expressed your concern to school, please include the date and method of 
communication? We cannot investigate your complaint if you have not taken the opportunity to address 
your concern informally at an early stage. 

 
 
 
 
 
 

What has the school done to address your initial complaint / concern so far? (Who, What, Where, How, 
When) 

 
 



   

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Name of the person who originally considered your initial concern / complaint 

 
 
 

What actions will resolve the problem for you now? 

 
 
 
 
 
 
 

 
Please note as part of the school’s investigation into your complaint we will need to speak to your child.  
 

Signature  

Name  

Date  

 
Please email your completed form to headsecretary@derbyhigh.derby.sch.uk  
 
Thank you for taking the time to complete this form. We will acknowledge your complaint within 48 hours 
and you will receive a response within XXXX 

mailto:headsecretary@derbyhigh.derby.sch.uk

