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1. Introduction 
All pupils and young people at Royal School for the Deaf Derby have a right to expect that we will 
try to provide the best possible service for them.  For a whole variety of reasons things can 
sometimes go wrong.  Wherever possible we want to put things right and try to prevent the same 
type of problem arising again. 
Sometimes young people and their families feel uncomfortable about complaining, but it is only 
by letting us know that we can attempt to put things right. 
There will be no reprisals against any pupil or young person making a complaint. 
This policy is available in BSL 
 

2. Categories of Complaint 
In order to monitor complaints and assess whether or not we are actually learning from them, 
we hope the following might help.  Any complaint is likely to fall into one of the following 
categories. 
1. Transport – Although the school is not directly responsible for the transport to and from 

Royal School for the Deaf Derby, this issue generates a significant number of complaints. 
2. Bullying/racism/sexism/homophobia – We need to keep a close eye on these throughout 

the school, as Royal School for the Deaf Derby is not immune from these issues. 
3. Practice – Perhaps the most common area for pupils and their parents to complain about is 

that of practice.  Why was this done to my child?  Why wasn’t I allowed to go the cinema?   
4. Communication – Complaints are often due to misunderstandings 
5. Accommodation – This covers issues such as the heating and hot water, or the state of the 

fabric of the school.  The school wants to use these complaints as positively as possible in 
order to both improve the school and to provide evidence of need to outside sources of 
funding. 

6. Allegations against staff or other pupils – see Safeguarding Policy and Procedures 
7. On-line issues – see E Safety Policy 
 
3. Implementation 
▪ When a pupil or young person makes a complaint or suggestion, a member of staff will try to 

help them put into words what has gone wrong and record on the form below.  We hope that 
we can do better in the future by looking at what areas appear to cause more problems than 
others. 

▪ Throughout the school and in particular in the residences there are posters highlighting the 
pupil’s right to make a complaint or suggestion.  If they prefer they can contact Social Care 
out of Hours (01332 785642, Email DCCcareLine@derby.gov.uk  SMS:  07771 814085) 
who are independent of the school and have a specific responsibility to follow up complaints.  
The school will always prominently display how they can be contacted by having posters in 
the residences and school. 

▪ We will keep a record of complaints and suggestions so that we can plan our services 
more effectively.  By keeping records we hope to show pupils and their parents that we 
take their views seriously and want to make things better for them. 

▪ The Headteacher will, on a termly basis, evaluate these records and look at the monitoring 
system.  

▪ Clearly we may not always be able to sort out a problem in the way the complainant would 
like.  Some things may be beyond our control or require extra money, which the school 
cannot afford.  However in these cases we will always provide a full explanation.  

▪ Any complaint against the Headteacher should be addressed to the Chair of Governors via 
the school. 

▪ As with most complaint procedures the school follows a three-stage approach to resolving 
complaints, they are; 
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Pupil Complaints Policy/3 of 6   Final 

Problem Solving 
▪ Complaints are often due to misunderstandings.  PCYP are encouraged to tell someone at 

the school what the problem is and how the issue can be resolved.  We will try to find a 
solution to the problem in a way that is acceptable to all the people involved.  Many problems 
can be sorted out like this.  However if it is not possible to resolve a complaint this way then a 
formal complaint can be made.  

Formal Complaint 
▪ The next stage is to formally complain either in writing or in person.  This allows the pupil and 

the school to put things down on paper so that the school can be seen to be accountable.  
This might not necessarily get what the pupil wants but the school would have had to give its 
reasons for the decision or actions it has taken. 

▪ Formal complaints should be sent directly as per list 
▪ As above, if it’s still not possible to resolve your complaint this way then you or the school 

may wish to request an external review of the issues. 

External Review of Complaint 
▪ If the complaint has not been resolved to your satisfaction you may wish to involve an 

external body to review the issues.  
▪ Most external reviews will expect complaints to have been taken through the stages outlined 

above, prior to their involvement. 
▪ Staff from Derby City and Derbyshire’s Social Care can provide independent advice for 

parents and children alike.  Also advice can be sought from the placing authority 
▪ Some complaints are so serious that it would not be right for the school to try to make things 

right without telling people outside that there is a problem.  
▪ If children want to contact an Independent Person to investigate the matter, they could 

contact the school’s Independent Person who they have direct contact with, Independent 
Visitor (visits once a term) or Governor (visits greater than once a term) or Ofsted Care.  
Text: 18001 08456 404040   

 
4. See also 
▪ Safeguarding Children Policy,  
▪ E Safety Policy 
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Appendix 1 Pupil Complaint Record 
 

Pupil Complaint Record  

Name: Date: 

Who are you complaining about? 
 

What happened? 

 

Who have you told? 

 

▪ For complaints in residence give this form to Michaela Gaunt  
▪ For complaints in school give this form to  The Welfare Team  
▪ For complaints in Post-16 give this form to Heather Marshall 
▪ Or send an email to Safeguarding@rsdd.org.uk  
If you are still not happy you can see  
▪ Mrs Shepherd,  Headteacher  
▪ Independent Person for Residence (see posters) 
▪ Independent Visitor to Residence (see posters) 
▪ Janet Hall / Heather Flockton Chair of Governors  chair@rsdd.org.uk  
▪ The Inspector, Commission for Social Care Inspection 

mailto:chair@rsdd.org.uk
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Pupil Complaint Record   

Name: Date: 

Who are you complaining about? 

 

What happened? 

 

Who have you told? 

 

▪ For complaints in residence give this form to Michaela Gaunt  
▪ For complaints in school give this form to  The Welfare Team  
▪ For complaints in Post-16 give this form to Heather Marshall 
▪ Or send an email to Safeguarding@rsdd.org.uk  
If you are still not happy you can see  
▪ Mrs Shepherd,  Headteacher  
▪ Independent Person for Residence (see posters) 
▪ Independent Visitor to Residence (see posters) 
▪ Janet Hall / Heather Flockton Chair of Governors  chair@rsdd.org.uk  
▪ The Inspector, Commission for Social Care Inspection 

The school will see you about your complaint within 5 days 

Date of reply: 
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If you are bullied 
 
DO:- 
✓ Ask them to STOP if you can 
✓ Tell them to go away and leave you 

alone 
✓ Ignore them 
✓ Walk away 
✓ Use the children’s complaint form, give it 

to a staff member or put it in the red box, 
if you are too scared to speak openly 
about it 

✓ Talk to a friend 
✓ Tell your parents 
✓ TELL SOMEONE 
 
 
DON’T:- 
X Do what they say 
X Get angry or look upset 
X Hit them 
X Think it’s your fault 
X Hide it 

 
 What should I do if I see someone else is 

being bullied? 
✓ Tell an adult straight away 
✓  Don’t try and get involved –you might 

end up getting hurt or you could end up 
in trouble yourself 

✓  Don’t stay silent or the bullying will keep 
happening 

 
The Headteacher, Governors and staff 
will work together to:- 
✓  Make our school a place where 

everyone can feel safe and happy. That 
means no bullying allowed 

✓ We will help everyone to get on with each 
other and we believe that everyone has 
the right to be who they are and safe 

 
What will happen to a bully? 
✓ Teachers and staff will get involved and 

help you solve problems 
✓ They can help talk to your parents and 

talk to your friends 

 
NSPCC text 88858 

 


