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Complaints Policy 
 

 

1. Our Approach:  A Listening School 
 

Roundhay is a listening school.  We value strong partnerships with families and welcome concerns, 

questions and constructive feedback.  When issues arise, our commitment is to: 

 

• Listen carefully, seek to understand the facts, and explain our decisions. 

• Resolve issues promptly and proportionately, usually at the informal stage. 

• Treat all parties with dignity and respect. 

• Learn from valid complaints and, where appropriate, improve our systems. 

 

We know that mistakes sometimes happen, or decisions may disappoint.  When this occurs, we will always 

aim to put things right fairly and respectfully. 

 

We strongly encourage parents and carers to raise issues early and calmly so they can be addressed without 

escalation. 

 

 

2. Working Together and the Impact of Complaints 
 

Roundhay is a large and complex school community.  Formal complaints consume significant time and 

resources - gathering evidence, holding meetings, writing reports, preparing panel hearings.  This diverts 

staff from their primary duty: teaching, safeguarding and supporting pupils. 

 

We therefore ask parents and carers to think carefully before escalating a matter to formal complaint.  

Please consider: 

 

• Is the issue proportionate and significant? 

• Is the outcome you are seeking realistic, reasonable and within the school’s remit? 

• Have you already spoken informally to the most appropriate member of staff?  

 

Important:  Formal complaints should only be used where informal approaches have not resolved the 

matter and the issue is substantial and within the school’s power to change. 

 

 

3. What is Not Considered a Complaint 
 

Not every disagreement or disappointment is a complaint.  The following are not suitable for the 

complaints process: 

 

• Disagreement with lawful operational/strategic decisions (see Appendix 1) such as class groupings, 

exam tiers, curriculum design, uniform or behaviour policies. 

• Requests for outcomes the school cannot lawfully provide, such as staff dismissal, financial 

compensation, reversal of lawful sanctions, demands for apologies, or policy changes. 

• Expressions of dissatisfaction without specific facts, dates or outcomes sought. 

• Anonymous complaints (not normally investigated). 

• Complaints raised more than 3 months after the event (unless exceptional). 
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• Attempts to use the process to pressure, harass or overturn decisions through petitions, social 

media campaigns or repeated demands. 

 

Where another statutory or HR route is more appropriate (e.g., SEND Tribunal, Admissions, HR procedures, 

safeguarding referrals, ICO) the school will signpost families to the correct process. 

 

Safeguarding concerns should be raised immediately with the Designated Safeguarding Lead, not 

through the complaints process. 

 

 

     3a.  Concerns and Complaints: DfE Definitions 
 

In line with Department for Education guidance: 

 

• A concern is an expression of worry or doubt over an issue for which a parent, carer or other 

stakeholder is seeking reassurance, clarification or an early resolution. 

• A complaint is an expression of dissatisfaction about an action (or lack of action) taken by the 

school, which requires a formal investigation and written outcome. 

 

 

3b.  When a Concern Becomes a Formal Complaint 
 

The school is committed to resolving concerns promptly, fairly, and in line with Department for Education 

(DfE) guidance. The DfE expects schools to seek early and informal resolution wherever possible, ensuring 

that issues are addressed constructively and proportionately without unnecessary escalation. 

 

In most cases, concerns should be raised and resolved informally in the first instance, enabling swift, 

practical outcomes while maintaining positive relationships across the school community. 

 

A concern will normally be considered a formal complaint only when: 

 

• Reasonable attempts to resolve it informally have been made and were unsuccessful. 

• The issue is clearly defined, within the scope of this procedure, and within the school’s remit to 

address; and 

• The complainant can state a specific outcome or remedy that is reasonable and achievable by the 

school. 

 

These criteria ensure that the formal process is used only when necessary and proportionate, in line with 

Department for Education best practice. 

 

If these conditions are not met, the school will explain its decision to the complainant and may direct the 

concern to informal resolution or another appropriate process. 

 

The school will not normally pursue complaints that are repetitious, malicious, or intended to cause 

disruption, and may close such cases under its vexatious or serial complaints provisions, in line with DfE 

guidance. 

 

Where a complaint lacks clarity or sufficient detail, the complainant will be invited to provide clarification. If, 

after reasonable opportunity, the matter remains unclear or unfocused, or if further correspondence no 

longer serves a reasonable purpose, the school may close the case in accordance with DfE expectations. 

This approach helps the school to maintain and strengthen positive partnerships with parents and carers, 

built on mutual respect, trust, and a shared commitment to supporting every pupil’s success. 
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4. Complaints Procedure 

 

Informal Stage 
• Raise your concern with your child’s class teacher, tutor or Head of Year/Phase Lead. 

• Staff aim to resolve concerns promptly and will normally update you within 10 school days. 

• If unresolved, you may request escalation to Stage 1 (formal). 

 

Please work with us so that we can find a resolution together and avoid having to follow a lengthy 

complaints procedure. 

 

 

Stage 1 – Formal Consideration (Executive Headteacher or Delegate) 
• Submit your complaint in writing (preferably using the Appendix 2 form) to the Executive 

Headteacher via the school office or published email. 

• The school will acknowledge within 5 school days, summarising the complaint and outcome 

sought. 

• The Executive Headteacher (or delegate) will investigate fairly and proportionately; meetings may be 

offered.  However, meetings are not an entitlement and may be declined where written 

communication is sufficient, the issues are already clear, or a meeting would not be constructive, 

proportionate, or reasonably justified. 

• A Stage 1 response will normally be provided within 20 school days.  If this is not possible, the 

school will explain the reason for the delay.  Where circumstances prevent the school from giving a 

precise revised date, an indicative timeframe may be provided.  This timeframe may be adjusted if 

required to ensure the matter is handled fairly, proportionately and within the school’s operational 

capacity.  The school is not required to follow deadlines set unilaterally by a complainant. 

• Possible outcomes:  not upheld; insufficient evidence; upheld in whole/part with actions; 

apology/process review; confirmation that the issue is a disagreement rather than a breach (“agree 

to disagree”). 

• Unreasonable requests (dismissal of staff, compensation, policy reversal) will be explained and 

declined. 

 

Where the outcome sought falls outside the school’s legal or statutory authority, the school will explain this 

clearly at Stage 1. 

 

If the complainant nevertheless requests escalation, a Stage 2 panel will consider the complaint in 

accordance with this procedure, noting the limits of the governing body’s powers.  The panel cannot direct 

outcomes beyond the lawful remit of the school.  Stage 2 does not apply to Data Protection complaints (see 

section 6) where escalation is to the Information Commissioner’s Office (ICO). 

 

We will not investigate any complaint that is subject to an ongoing police investigation.  Our formal 

complaints process will only commence once a final outcome has been issued by the police. 

 

The school will always offer a clear and reasonable explanation of its decisions and acknowledge the 

concerns raised.  While we aim to maintain constructive communication, where the school has acted 

lawfully, reasonably and within its remit, it may be necessary to agree to disagree at this stage. 
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Stage 2 – Governors’ Appeal Panel 
Where a complainant remains dissatisfied following Stage 1, they have the right to request a Stage 2 review  

except for Data Protection complaints (see section 6) where escalation is to the Information Commissioner’s 

Office (ICO). Such requests will be progressed in accordance with this procedure unless the complaint falls 

within the school’s published serial or unreasonable complaints provisions. 

 

• If dissatisfied, you may appeal in writing within 10 school days of the Stage 1 outcome. 

• In line with Department for Education guidance, complainants will ordinarily be able to progress their 

complaint to Stage 2. 

• Complainants are, however, encouraged to consider whether escalation will assist in achieving a 

meaningful resolution within the scope of the school’s powers. 

• The Chair of Governors will convene a panel of three governors with no prior involvement (an 

independent member may be added). 

• A hearing will normally take place within 25 school days; you will receive 5 school days’ notice. 

• This stage offers an independent mechanism for review. 

• You may submit written evidence and may be accompanied for support (not legal representation). 

• Covert or non-consensual recordings will not normally be accepted (except safeguarding). 

• If you do not attend after reasonable attempts to agree a date, the panel may proceed in your 

absence. 

• Decision:  The panel will consider the complaint afresh, undertaking an independent and impartial 

review of the substance of the complaint, the process followed at Stage 1, and all relevant evidence, 

and reaching its own conclusions, as required by Department for Education guidance. 

• The panel will ensure its decision is lawful, reasonable and procedurally fair, and consistent with the 

principles of administrative law and the seven principles of public life, within the lawful powers of 

the governing body and the scope of the complaints procedure. 

• The panel may uphold, dismiss or recommend changes. 

• The panel’s role is to review the complaint and the process followed, rather than to substitute its 

judgement for that of school leaders on matters of professional discretion. 

• A written decision will, where possible, be sent within 5 school days. This is final part of the 

complaints process within the school. 

 

This stage ensures that complaints are not considered in isolation and provides an independent mechanism 

for review, in line with principles of administrative law and public accountability. 

 

If you remain dissatisfied after Stage 2, you may refer your complaint to the Department for Education. 

Details are provided in Appendix 4. 

 

A simplified Quick Parent Guide to Complaints (Appendix 5) is also available for reference. 

 

 

5. Complaints Relating to Early Years Foundation Stage 

 

• EYFS complaints acknowledged, where possible, within 5 school days. 

• Written response, where possible, within 28 school days. 

• May proceed to Stage 2 if unresolved. 

• Records/outcomes are logged and available to Ofsted. 
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6. Complaints relating to Data Protection 

 

Complaints can be raised using the form provided in this policy. 

  

Where a complaint relates to a data protection issue: 

a. It will be logged and acknowledged within 7 days  

b. It will be investigated at stage 1 using the procedure outlined above 

c. The school will respond as outlined above 

d. The outcome and any remedial actions will be recorded 

This is a mandatory requirement of new guidance issued by the Data (Use and Access) Act 2025. 

  

A decision will be made by the school as to whether these complaints need to be supported by the school’s 

data protection officer (DPO). 

 

The complaint will be completed at stage one only.  If the complainant is dissatisfied with the outcome of 

the stage 1 process they will be informed of their right to complain to the Information Commissioner’s Office 

(ICO). 

 

 

 

7. Complaints About Staff or Governors 

Complaints about the conduct, capability, or employment of staff (including the Executive Headteacher) fall 

under the school’s HR and disciplinary procedures, not this Complaints Policy. These processes are 

conducted in line with employment law, DfE guidance, and ACAS codes. 

To protect confidentiality and comply with UK GDPR, the school will only confirm that the relevant 

procedures have been properly followed, not the details or outcomes of internal HR matters. 

• Complaints about the Executive Headteacher must be addressed in writing to the Chair of 

Governors via the school office. 

• Complaints about the Chair, Vice Chair, or an individual governor should be submitted via the school 

office for the attention of the governing board. 

• Where the complaint is about the entire governing board or the majority, a suitably independent 

investigator will be appointed at Stage 1. 

 

The complaints procedure cannot be used to: 

 

• overturn staff HR/disciplinary outcomes, 

• secure staff dismissal, 

• obtain financial compensation, or 

• reverse lawful policy decisions. 
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8. Managing Unreasonable, Vexatious or Harassing Complaints 
 

The school has a duty of care to protect staff, pupils and the wider community from harassment or abuse. 

Where behaviour constitutes harassment, threats, defamation or misuse of data, the school may refer the 

matter to the Local Authority, Department for Education, police, or relevant regulatory body. 

 

The school has a duty to protect staff from harassment, unreasonable demands, or behaviour that impacts 

wellbeing. Where conduct raises safeguarding concerns or affects staff welfare, the school may immediately 

restrict or terminate contact in accordance with this policy. 

 

Roundhay School will handle all complaints fairly, but it will not tolerate behaviour that undermines staff 

wellbeing, obstructs pupils’ education or misuses school resources. 

 

Unreasonable complaints include: 

• Refusal to co-operate with the process while insisting on resolution. 

• Repeated or excessive demands on staff time. 

• Pursuit of issues already properly addressed. 

• Aggressive, abusive, discriminatory, defamatory or threatening communications. 

• Knowingly false or malicious allegations. 

• Attempts to harass or coerce through petitions, social media or coordinated complaints. 

 

The school may limit, restrict, or cease further communication where the volume, frequency, or 

repetitiveness of correspondence is disproportionate, prevents staff from carrying out their core duties, or 

no longer serves a legitimate purpose. 

 

 

Automated or Artificially Generated Complaints 

Where correspondence appears to be automated, duplicated, or not directly authored by the complainant, 

the school may request reasonable verification of authorship or identity. Where verification is not provided, 

the correspondence may be closed without investigation. 
 

The school also reserves the right to restrict, delay, or decline to process complaints that appear to be 

automated, generated by artificial intelligence, or submitted for purposes other than a genuine concern or 

enquiry.  Such correspondence may be logged but not investigated, in line with the school’s provisions for 

vexatious or serial complaints and Department for Education guidance on reasonable use of the complaints 

procedure. 

 

The school will always consider whether any part of the correspondence raises a legitimate issue before 

deciding to take no further action. 

 

 

Authority to Restrict or Terminate Contact 
The Executive Headteacher (or Chair of Governors if the Head is the subject) in line with DfE Guidance may 

impose restrictions, including: 

 

• Single point of contact or designated mailbox. 

• Communication limited to email, telephone or written only. 

• Specified times/frequencies. 

• Suspension of all non-statutory communication. 

• Barring access to school site (Education Act 1996, s.547). 
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9. Progression, Escalation and Limitation of Complaints 
 

Purpose and Principles 
The school is committed to addressing complaints fairly, transparently and proportionately, in accordance 

with Department for Education guidance for maintained schools, education law, and public-law principles. 

 

In establishing and applying this procedure, the governing body has had regard to the Department for 

Education’s statutory guidance on school complaints. 

 

The complaints procedure exists to: 

• resolve concerns promptly and at the earliest appropriate stage; 

• ensure decisions are reached lawfully, reasonably, and with proper consideration of the available 

evidence; and 

• provide an appropriate mechanism for independent review, while protecting the Governing Body 

from being asked to reconsider matters outside its statutory remit or to substitute its judgement for 

that of school leaders. 

 

The procedure does not operate as a general right of appeal against professional judgement or lawful 

operational decisions, nor as a mechanism for securing outcomes the school has no power to provide. 

 

 

Stage 1 as the Primary Decision-Making Stage 
Stage 1 constitutes the school’s primary and substantive decision-making stage. 

 

At this stage, the Headteacher (or authorised delegate) will investigate the complaint fully and reach a 

reasoned decision based on the evidence available. 

Where a complaint has been considered thoroughly, and the decision is lawful, reasonable, and in 

accordance with this procedure, it is expected that the matter will be resolved at Stage 1 without the need 

for further escalation. 

 

The complaints procedure does not exist to: 

• re-determine professional judgement; 

• revisit decisions taken lawfully and in good faith; or 

• provide an alternative route of challenge where statutory, regulatory or specialist procedures apply. 

 

 

Progression to Stage 2 
If the complainant remains dissatisfied following Stage 1, they may request that the complaint be 

considered at Stage 2 by a Governors’ Appeal Panel review except for Data Protection complaints (see 

section 6) where escalation is to the Information Commissioner’s Office (ICO). 

 

In line with Department for Education guidance, a Stage 2 panel will normally be convened to provide an 

independent review of the complaint, ensuring that decisions are not taken in isolation and that an 

appropriate mechanism exists for scrutiny.  

 

Complainants are strongly encouraged to consider carefully whether escalation is appropriate. Stage 2 is not 

intended to be a further opportunity to restate the same arguments or to pursue disagreement with a 

lawful and properly reached decision. 
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In particular: 

• disagreement with the outcome, in itself, is unlikely to change the decision where the Stage 1 

process was properly followed; 

• repetition or reformulation of previously considered points will not, in itself, normally lead to a 

different outcome; 

• the panel operates within the lawful powers of the governing body and cannot secure outcomes 

beyond the school’s remit. 

 

To support an effective review, complainants are expected to clearly set out the reasons for their 

dissatisfaction and identify any aspects of: 

• process that they believe were not followed; 

• evidence that they believe was not properly considered; or 

• conclusions that they believe were unreasonable in light of the evidence. 

 

Where matters raised at Stage 2 have already been fully considered, the panel will review the complaint on 

the basis of the evidence already available, alongside any representations made by the complainant. 

 

In cases where a complainant’s behaviour meets the school’s published criteria for unreasonable or 

persistent complaints, the school may manage or, where necessary, restrict ongoing correspondence in 

accordance with those provisions and in line with its published communications policy and Department for 

Education guidance, in order to protect staff time and the effective operation of the school. Where a 

complaint has been fully considered and no further substantive issues are raised, the school may close the 

matter and decline to enter into further correspondence. 

 

Before a Stage 2 panel is convened, the school reserves the right to clarify the complainant’s reasons for 

escalation to identify the areas of ongoing dissatisfaction, manage expectations around scope and potential 

outcomes, and support effective planning, including consideration of the operational and resource 

implications of convening a panel. Convening and conducting panels requires significant staff and governor 

time, which would otherwise be directed toward supporting pupils.  

 

Stage 2 provides an independent review but is not a mechanism to re-present previously considered 

arguments or to secure a different outcome where the Stage 1 decision was lawful and reasonable and 

operates within the governing body’s lawful powers.  This does not affect the complainant’s right to progress 

to Stage 2, and the complaint will be considered in full at that stage. 

 

 

Matters Outside the Scope of the Complaints Procedure 
The complaints procedure may not be used to overturn, re-determine or substitute judgement in relation to 

lawful decisions concerning: 

• staffing deployment, conduct, capability or discipline; 

• curriculum organisation or teaching methodologies; 

• safeguarding judgements undertaken in accordance with statutory duties; 

• allocation of resources; 

• site management or health and safety arrangements; 

• pupil behaviour management and sanctions; or 

• the reasonable exercise of professional judgement by school leaders. 

 

These matters fall within the school’s operational and statutory responsibilities. While concerns may be 

considered where appropriate, the complaints process will not overturn decisions taken lawfully and in 

accordance with relevant duties. 
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Role of the Governing Body (Stage 2 Panel) 
The Governing Body will not normally consider correspondence or representations relating to a complaint 

unless: 

• Stage 1 has been fully completed; and 

• a request for Stage 2 has been received in accordance with this procedure. 

• Where a Stage 2 panel is convened, its role is to consider the complaint afresh, taking into account: 

• whether the complaints procedure was applied correctly; 

• whether the Stage 1 decision was lawful, reasonable and procedurally fair; and 

• any representations made by the complainant in support of their request for review. 

 

In doing so, the panel will provide an independent review in line with Department for Education 

expectations of fairness, transparency and accountability. [10.06.26 -...hay School | PDF] 

 

The panel will not normally: 

• re-investigate matters where sufficient evidence has already been considered; 

• substitute its judgement for that of the Headteacher on matters of professional expertise, unless 

there is clear evidence of error; or 

• direct alternative operational outcomes beyond the lawful powers of the governing body. 

The school is committed to addressing complaints fairly, transparently and proportionately, in accordance 

with Department for Education guidance for maintained schools, education law and public-law principles. 

 

The complaints procedure exists to: 

• resolve concerns promptly and at the earliest appropriate stage; 

• ensure decisions are reached lawfully, reasonably and with proper consideration of evidence; and 

• protect the Governing Body from being asked to reconsider matters outside its statutory remit or to 

substitute its judgement for that of school leaders. 

 

The procedure does not operate as an appeal against professional judgement or lawful operational 

decisions, nor as a mechanism for securing outcomes the school has no power to provide. 

 

 

Guidance on Requesting Escalation to Stage 2 
General dissatisfaction, disagreement with professional or lawful decision-making, or the repetition or 

reformulation of points already considered will not, in themselves, normally provide a basis for a different 

outcome at Stage 2. 

 

Given the time and resources required to convene a Stage 2 panel, complainants are strongly encouraged to 

consider carefully whether their reasons for escalation relate to matters such as: 

• procedural irregularity: whether the published Stage 1 procedure was followed correctly; 

• material omission: whether relevant and significant information, reasonably available at the time, 

was not properly considered; 

• unreasonableness: whether the decision appears unreasonable in light of the evidence available. 

 

These examples are intended to assist complainants in clearly identifying the basis of their dissatisfaction 

and to support an effective and focused review. They do not limit the matters that may be raised at Stage 2. 

Disagreement with the outcome, dissatisfaction with a lawful decision, or repetition of arguments already 

considered will not, of themselves, normally lead to a different outcome. 

All requests for escalation will be progressed in accordance with this procedure. Where a Stage 2 panel is 

convened, it will consider the complaint on the basis of the evidence available and any representations 

made by the complainant. 

  

https://roundhayschoolstaff-my.sharepoint.com/personal/mpartington_roundhayschool_com/Documents/Microsoft%20Copilot%20Chat%20Files/10.06.26%20-%20Outcome%20to%20School-%20CI-0371870-Roundhay%20School.pdf
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Finality and Further Correspondence 
Once a complaint has been properly concluded under this procedure, the matter will be regarded as closed. 

The school will not re-open the complaint or enter into further substantive correspondence unless new and 

significant evidence is provided that: 

• was not reasonably available at the time of the original consideration; and 

• would have materially affected the outcome. 

 

New evidence does not include re-interpretations of existing information, expressions of personal opinion, 

or material that was reasonably available but not submitted at the time of the original consideration. 

Further correspondence that does not meet this threshold may be acknowledged and logged without 

further response, in line with Department for Education guidance on managing repeated or unreasonable 

complaints. 

 

 

Discretionary Procedural Review 
Internal Procedural Assurance (Exceptional Circumstances Only) 

 

In exceptional circumstances, the school may seek internal assurance from the Chair of Governors or a 

nominated governor to confirm that the complaints procedure has been applied correctly. 

 

This is an internal process only: 

• it does not constitute a Stage 2 panel; 

• it does not involve reconsideration of the substance of the complaint; and 

• it does not replace or limit a complainant’s right to request a Stage 2 review. 

 

It may be conducted without direct engagement with the complainant and does not create any further right 

of escalation. 

 

 

10. Closure of Complaints 
 

A complaint may be closed where: 

• It has been fully investigated and a final decision reached at Stage 2. 

• The desired outcome is unrealistic, unlawful, disproportionate, or outside the school’s remit. 

• The complaint has been properly considered and there is no realistic remedy available. 

• The complainant and the school have reached a point of “agree to disagree.” 

• The complaint is vexatious, persistent, repetitive, harassing, abusive, or based on knowingly 

false/fabricated information. 

• The complainant refuses to co-operate with the process or provide sufficient clarity. 

 

Once a complaint has been considered at any stage, the same matter may not be restarted by submitting it 

to a different member of staff, governor, or external body. Further correspondence on the same issue may 

be logged but will not be responded to. 

 

Effect of Closure: 
• Closure will be confirmed in writing. 

• No further investigation will take place. 

• Any further correspondence will be logged but not responded to. 

• Restrictions on contact may be applied. 
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Please note:  

While the school will always respond to concerns raised in line with its published Complaints Policy, there 

are certain requests that the school cannot lawfully or reasonably meet.  In accordance with Sections 3, 6, 7 

and 8 of the Complaints Policy, the school cannot respond to requests that: 

 

• Seek information about staff conduct, capability, disciplinary or HR matters, which are managed 

through confidential statutory procedures and cannot be disclosed under employment law or GDPR. 

• Request outcomes the school is not legally empowered to provide, including staff dismissal, 

disciplinary sanctions, compensation, reversal of lawful decisions, or access to confidential 

investigative material. 

• Are unrealistic, disproportionate, outside the school’s remit, or seek to reopen matters already 

properly concluded. This includes any request for information about another pupil, including 

disciplinary action or parental involvement, which is strictly confidential. 

• Relate to matters governed by other statutory frameworks (including safeguarding, admissions, 

SEND, and exclusions), which must be handled through the appropriate statutory route rather than 

via the Complaints Procedure. 

• Are repetitive, excessive, harassing or unreasonable, or which place disproportionate demands on 

staff time or school resources. 

 

The school is not obliged to work to timescales set unilaterally by a complainant, nor to provide ongoing 

bespoke updates.  Responses will be issued within the reasonable timescales in the Complaints Policy. 

Correspondence that attempts to impose additional deadlines or disproportionate expectations may be 

acknowledged and logged but not responded to where it becomes unreasonable or no longer serves a 

legitimate purpose. 

 

All concerns raised will be listened to carefully, noted in full, and considered in line with the school’s 

statutory duties, safeguarding responsibilities and published procedures.  This ensures concerns are treated 

seriously even when specific requested outcomes cannot be provided. 

 

Where correspondence falls into any of the above categories, the school will act in accordance with Sections 

7 and 8 of the Complaints Policy, which allow the school to close the matter, restrict further communication, 

and log any subsequent correspondence without further response. 

 

The school is not permitted to disclose any details of actions, investigations or decisions relating to another 

pupil.  In line with Section 3 of the Complaints Policy, safeguarding duties and data protection law, the 

school cannot confirm whether an investigation took place, who carried it out, what was considered, or what 

conclusions were reached.  Information relating to other pupils is strictly confidential and cannot be shared. 

 

Requests for summaries, explanations or findings relating to pupil specific investigative processes therefore 

fall outside the Complaints Procedure.  Where such demands are repeated or unreasonable, the school will 

apply Sections 7 and 8, restricting further communication or closing the matter and logging any further 

correspondence. 

 

A complaint cannot be upheld solely because a parent disagrees with a lawful and professionally made 

decision.  The school may confirm that the appropriate procedures have been followed, but is not obliged to 

provide explanations, justifications or internal reasoning behind operational, pastoral, behavioural or 

safeguarding decisions.  The complaints process cannot be used to compel the school to investigate matters 

that do not meet the threshold for a formal complaint, or to undertake enquiries on behalf of a complainant 

where doing so would be disproportionate, outside the school’s remit, or relates to another pupil or family. 
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11. Legal and Regulatory Compliance 
 

This policy complies with: 

• Education and Equality: Education Acts 2002 & 1996, Equality Act 2010 (complaints relating to 

potential discrimination will always be investigated seriously in line with our duties), Children Act 

2004 

• Data and Rights: Data Protection Act 2018 / UK GDPR, Human Rights Act 1998 

• Conduct and Communications: Defamation Act 2013, Malicious Communications Act 1988, 

Protection from Harassment Act 1997 

• Employment and Process: ACAS Codes, UK Employment Law 

 

 

12. Additional Compliance and Good Practice Statements  
 

• The school will make reasonable adjustments to ensure all complainants can access the complaints 

procedure, including support with communication, translation, or accessibility needs, in line with the 

Equality Act 2010 and DfE guidance. 

• While complaints are normally submitted in writing, the school will accept alternative formats where 

a complainant is unable to do so due to disability, language, or other valid reasons. 

• All complaint-related records are treated as confidential, stored securely, and accessed only by 

those involved in the process, unless disclosure is required by law or a regulatory body. 

• Complaint records will be retained securely for at least three years after resolution, in accordance 

with the UK GDPR and Data Protection Act 2018. 

• Any recordings made solely to assist in producing minutes or transcripts will be securely deleted 

once the final written record is approved, in line with data minimisation principles under UK GDPR. 

• Unauthorised recording of meetings is not permitted. All parties must give informed consent before 

any recording takes place. 

 

 

13. Appendices 
 

• Appendix 1 – Operational & Strategic Decisions Protocol (non-negotiable areas) 

• Appendix 2 – Roundhay School Complaint Recording Form (Stage 1) 

• Appendix 3 – Complaints which are subject to statutory procedures  

• Appendix 4 – External Referral (DfE Guidance) 

• Appendix 5 – Quick Parent Guide to Complaints Process  
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APPENDIX ONE 
 

 

Operational & Strategic Decisions Protocol (v9) 
  

 

At Roundhay School, we are committed to building strong, respectful relationships with parents, carers, and 

visitors.  This partnership helps to create a safe, stimulating, and supportive learning environment, 

extending from school to home and the wider community.  We believe every child deserves the opportunity 

to achieve their personal best.  The trust and cooperation of parents and carers are essential to the 

continued success of our school. 

 

We always aim to work in a positive, open, and transparent manner with families.  We value the home–

school relationship and will, where appropriate, explain the rationale behind decisions. However, due to the 

size and complexity of school life, it is neither possible nor appropriate to seek consensus or consultation on 

all matters.  Many decisions made by the school are professional, operational, or strategic in nature and are 

not subject to negotiation, approval, or parental consent. 

 

By choosing to send your child to Roundhay School, parents and carers acknowledge that the 

school’s leaders and governing body have the legal authority and professional responsibility to make 

such decisions in the best interests of pupils and the effective operation of the school.  This position 

is supported by education law and Department for Education (DfE) guidance. 

 

 

Examples of Non-Negotiable Operational and Strategic Decisions 
 

The following list is illustrative but not exhaustive: 

 

• Class grouping, setting, and teacher or form tutor allocation. 

• Behaviour management decisions, including sanctions and enforcement of uniform policy (for 

example, detentions or internal exclusions). 

• Design and implementation of the rewards system. 

• Decisions regarding eligibility for and attendance at school social/reward events, including the 

school prom.  

• Curriculum structure, subject combinations, teaching methods, and learning resources. 

• Assessment, homework, marking, feedback, and quality assurance procedures. 

• Extra-curricular provision, including clubs, trips, and enrichment opportunities. 

• Timing of INSET or staff training days, and the scheduling of school events. 

• Timetable structures and curriculum pathways. 

• Internal policies and protocols, including their interpretation and implementation. 

• Allocation and deployment of staff and resources to meet the needs of pupils. 

• Educational visits, including decisions about venues, supervision, scheduling, and cost. 

• Health and safety protocols and safeguarding procedures that protect pupils and staff. 

 

Uniform 
 

The enforcement of the school’s uniform policy is an operational decision.  Parental disagreement does not 

provide grounds to alter the policy or its enforcement. 
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Reasonable Adjustments 
 

The school complies with the Equality Act 2010 and will consider reasonable adjustments for pupils with 

disabilities or protected characteristics. The school retains discretion to decide what adjustments are 

reasonable, based on individual circumstances and the overall needs of the school community. 

 

Political Neutrality, Symbols and Demonstrations 
 

Roundhay School maintains political neutrality and will determine what forms of expression are appropriate 

on site. Parents, carers, pupils and visitors must not use school premises or school communication channels 

to promote political causes, campaigns or pressure groups. 
 
The school will prohibit the wearing or display of political symbols, badges, slogans or imagery that may 

cause offence, division or disruption within our diverse community. 
 
Protests, demonstrations or organised actions are not permitted on or near the school site where they risk 

creating tension, distress or disruption. All decisions in this area are made at the school’s discretion to 

maintain a safe, respectful and inclusive environment for every pupil. 

 

Information Sharing Without Consent 
 

The school may share pupil information without parental consent when this is necessary to meet our 

statutory duties in relation to education, pupil welfare, and safeguarding. This includes sharing information 

to support a pupil’s access to education or services, such as Alternative Provision placements, managed 

moves, attendance or behaviour support, and other educational interventions. 
 
We are legally permitted to share information where it is required to carry out our public duties, fulfil a legal 

obligation, or protect a child’s wellbeing or safety. In these circumstances, consent is not required, as the 

school must act in the best interests of the pupil and ensure they receive appropriate support. 
 
Only information that is necessary, proportionate, relevant, accurate, and shared securely will be disclosed, 

and only with organisations or professionals who need it in order to provide education or support to the 

pupil. 
 

 

Boundaries and Expectations 
 

The school will always listen respectfully to concerns raised through the appropriate channels, in line with 

our published Communications Policy.  However, listening does not imply that decisions will be changed, 

nor that the school is obliged to enter into prolonged dialogue once a matter has been resolved. 

 

Decisions will not be revisited simply because a parent or group disagrees, or because concerns are raised 

via petitions, social media, or coordinated communications.  No stakeholder has the right to veto, overturn, 

or direct professional decisions made by the school. 

 

Disagreement with a lawful and policy-compliant decision or action, without evidence of maladministration, 

illegality, or failure to follow published procedures, does not constitute reasonable grounds for a complaint.  

The school has no legal, moral, or professional obligation to alter a decision that has been made in good 

faith within the boundaries of professional judgement. The complaints procedure may not be used as a 

vehicle to challenge decisions that fall properly within the school’s operational discretion. 
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The Complaints Procedure exists to address concerns where there is credible evidence that the school has 

acted unlawfully, unfairly, or outside the scope of agreed policy.  It will not result in the reversal of a decision 

purely on the basis of parental disagreement. 

 

 

Communication and Professional Conduct 
 

We will keep parents and carers informed of key developments where appropriate.  However, it is neither 

practical nor necessary to consult or communicate on every operational matter. 

 

To ensure staff time remains focused on teaching and supporting pupils, we will not engage in repetitive, 

speculative, or adversarial correspondence on matters that have already been settled. All members of our 

school community are expected to communicate with courtesy and mutual respect. 

 

We recognise that plans and arrangements may occasionally need to change due to unforeseen 

circumstances. Where this happens, the school will provide timely updates. We ask for patience, 

understanding, and continued partnership in such instances. 

 

 

Final Statement 
 

The school makes thousands of decisions each year, all guided by professional expertise, experience, and 

statutory frameworks.  While we acknowledge that we may not get everything right, every decision is made 

in good faith, with integrity, and in the best interests of our pupils. 

 

We ask all parents and carers to respect this process and to engage constructively with staff and leaders.  A 

strong and united home–school relationship helps ensure the best possible outcomes for every Roundhay 

child. 

 

Please note: 
 

Our published Communications Policy sets clear expectations for respectful engagement and outlines how 

the school will respond to unreasonable or abusive behaviour, including the legal protections in place for 

staff. 
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APPENDIX TWO   
 

 

Roundhay School Complaint Recording Form (Stage 1) 
 

 

COMPLAINANT’S DETAILS  
Full Name  

 

 

 

Relationship to pupil  

(eg parent, carer, guardian) 

 

 

Email 

 

 

 

Telephone Number  

 

 

 

Address  

 

 

 

 

 

 

Pupil’s Details (if relevant) 
Full Name  

 

 

 

Year Group/Class  

 

 

 

Details of Complaint 
Date(s) when the issue occurred  

 

 

 

Full description of the concern or complaint (facts, specific events, what happened) 
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Steps Taken So Far  
Who have you already spoken to informally? 

 

 
 

 

What was the outcome of those discussions? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Preliminary Confirmation Questions  
1. Have you read the Roundhay School 

Complaints Policy in full? 

 

(Yes / No) 

2. Have you reviewed the Operational & 

Strategic Decisions Protocol (Appendix 

1) to confirm your complaint is not about 

a non-negotiable area? 

 

(Yes / No) 

3. Have you made reasonable attempts to 

resolve this concern informally with the 

relevant staff? 

 

(Yes / No) 

4. Is the issue you are raising substantial, 

specific, and within the school’s 

authority to investigate or change? 

 

(Yes / No) 

5. What outcome are you looking for from this process? 
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6. Do you believe, having read the policy, that the school has a moral or legal duty to comply with your 

wishes?  Please explain why. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

7. Are you aware that complaints about staff 

conduct or HR matters are handled 

through separate procedures, not this 

complaints process? 

 

(Yes / No) 

8. Do you understand that unreasonable, 

vexatious, or repeated complaints may 

be closed without further action? 

 

(Yes / No) 
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Consent and Declaration 
I consent to the school handling personal 

data in line with GDPR. 

 

(Yes / No) 

I declare that information provided is true to 

the best of their knowledge. 

 

(Yes / No) 

Signature and Date  
Signature of Complainant  

 

 

 

Date of Submission  

 

 

 

 

 

Official Use:  

Date complaint received 

 

 

By whom  

 

 

Date of acknowledgment  

 

 

By whom 

 

 

Complaint referred to 

 

 

Date of referral  
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APPENDIX THREE  
 

 

Complaints which are subject to statutory procedures 
 

 

A complaints procedure should cover all complaints about any provision of facilities or services that a school 

provides with the exceptions listed below, for which there are separate (statutory) procedures. 

 

Exceptions Who to contact 
Admissions to schools Concerns should be raised directly with local authorities. For school 

admissions, it will depend on who is the admission authority (either 

the school or the local authority).  Complaints about admission 

appeals for maintained schools are dealt with by the Local 

Government Ombudsman. 

Statutory assessments of Special 

Educational Needs (SEN) 

Contact Leeds City Council Complex needs service telephone 0113 

395 1030. 

Matters likely to require a Child 

Protection Investigation 

If you have a concern about a child, please contact the DSL 

(Designated Safeguarding Lead).  

If you have a concern as a practitioner, please call the Social Care 

Duty & Advice team on 0113 376 0336 (9am to 5pm) or the 

Emergency Duty team on 0113 240 9536 (out of office hours). 

Exclusion of children from school Further information about raising concerns about exclusion can be 

found at: 

www.gov.uk/school-disciplineexclusions/exclusions 

Staff grievances and disciplinary 

procedures 

These matters will invoke the school’s internal grievance procedures.  

Complainants will not be informed of the outcome of any 

investigation. 

Complaints about services 

provided by other providers who 

may use school premises or 

facilities. 

Providers should have their own complaints procedure to deal with 

complaints about service. 

 

In most cases the headteacher will determine which, if any, of these statutory procedures apply.  If one of 

these statutory procedures needs to be invoked at some point during the investigation of a more general 

complaint, the complaints procedure should be suspended until the statutory procedure has been 

concluded. 
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APPENDIX FOUR   
 

 

External Referral (DfE Guidance) 
 

 

Where you have been through the school’s internal complaints procedures and consider that the school has 

behaved illegally or not followed its published procedures, you can contact the Secretary of State for 

Education via the DfE website www.education.gov.uk, by telephoning 0370 000 2288 or by writing to the 

address below:  

 

The School Complaints Unit (SCU) 

Department for Education 

Piccadilly Gate Store Street 

Manchester  

M1 2WD 37 

  

Please enclose with your letter to the DfE a copy of the complaint outcome. This will save time in that the 

DfE will not need to ask for our view of what has happened.  

 

The DfE will not re-investigate the matter of the complaint. It will look at whether the school’s 

complaints policy and any other relevant statutory policies that the school holds were adhered to. The DfE 

also looks at whether the school’s statutory policies adhere to education legislation.  

 

Parents are advised that, unless the school is shown to have behaved illegally or not to have 

followed their own procedures, there is likely to be very little further action that can be taken, as 

governing bodies are empowered to deal with many issues without reference to either the local 

authority or the secretary of state. 

 

If the complaints procedure is found to not meet regulations, the school will be asked to correct its 

procedure accordingly. 

 

If your concern is about an aspect of special educational needs provision, which might include 

information about relevant voluntary organisations and support groups in Leeds, you might like to talk to 

Leeds SEND Information Advice Service (Leeds Special Educational Needs and Disability Advice Support 

Service) on their helpline: 0113 3951222. 

 

  

http://www.education.gov.uk/
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APPENDIX FIVE  
 

 

Quick Parent Guide to Complaints Process 
 

 

Step 1 – Informal Concern (Most issues end here) 
 

• Speak to your child’s class teacher, tutor or Head of Year/Phase Lead. 

• We aim to respond within 10 school days. 

• Many concerns are resolved at this stage. 

 

 

 

Step 2 – Stage 1 (Formal Complaint to Executive Headteacher) 
 

• Put your complaint in writing (use the school form if possible). 

• Send it to the Executive Headteacher via the school office or published email. 

• You will get an acknowledgement within 5 school days. 

• A full response is normally given within 20 school days. 

• Outcomes may include: 

o Upheld (fully or partly) with actions taken. 

o Not upheld (no breach found). 

o Agree to disagree (difference of opinion). 

 

 

 

Step 3 – Stage 2 (Governors’ Appeal Panel) 
 

• If unhappy with the Stage 1 decision, you can appeal within 10 school days. 

• A panel of 3 governors (with no prior involvement) will hear the case. 

• A hearing will usually happen within 25 school days. 

• You will get at least 5 school days’ notice of the meeting. 

• A written decision will follow within 5 school days. 

• This is the final stage within the school. 

 

 

 

After Stage 2 
 

If you are still dissatisfied, you may contact the Department for Education.  Guidance is in Appendix 4. 

 

 

 

Important to Know 
 

• Safeguarding concerns must go straight to the Designated Safeguarding Lead, not through this 

process. 
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• The complaints procedure cannot: 

o Overturn staff disciplinary/HR outcomes. 

o Dismiss staff. 

o Award financial compensation. 

o Reverse lawful school policies. 

• Complaints raised more than 3 months after the event will not normally be investigated. 

• Aggressive, abusive or vexatious complaints may lead to restrictions or closure. 

 

 

 

Timescales at a Glance 
 

• Informal response:  within 10 school days 

• Stage 1 acknowledgement:  5 school days 

• Stage 1 outcome:  20 school days 

• Appeal window:  10 school days 

• Stage 2 hearing:  25 school days (with 5 days’ notice) 

• Stage 2 outcome:  5 school days 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 


