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Introduction 

 
Ravenscourt Park Preparatory School aims to provide the highest standard of 
teaching and pastoral care. However, if a parent of a current pupil, , including those in 
our EYFS, is unhappy and seeks action by the School, they should raise their concern 
as early as possible. The concern or complaint will be handled seriously and in 
accordance with this procedure. 
 
This policy applies only to complaints made by parents of current pupils. It does not 
apply to complaints about admissions or school fees, which fall outside the scope of 
this procedure. 
 
This procedure follows guidance set out by the Independent Schools Inspectorate 
(ISI), the Early Years Foundation Stage (EYFS) statutory framework, and the Education 
(Independent School Standards) Regulations 2014. 
 
A “complaint” includes any expression of dissatisfaction about a decision, action, or 
lack of action by the School where a parent is seeking a response or resolution. For 
the purposes of this policy, informal and formal complaints are addressed under the 
same framework. 
 
A Parent Guide to School Complaints can be found here, and parents are 
encouraged to read this guide in conjunction with our Complaints Procedure. 
 
Please note that the School will consider complaints from parents on an individual 
basis relating to their own child. While other parents may share your views, your 
complaint should be specific to you and your child. We reserve the right to 
temporarily suspend the complaints process when parents act unreasonably, for 
example when there is bullying or harassing behaviour towards the school or if 
parents use abusive language, are threatening or use intimidation.  
 
Directors and Complaints 
 
The school has a genuine open door policy. The Directors of the Gardener Schools 
Group are always happy to talk to parents informally at school events and are eager 

https://rpps.co.uk/wp-content/uploads/2026/01/Parent-Guide-to-School-Complaints.pdf
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to hear about their children’s experiences of school life. However, such conversations 
are not a part of the school’s formal complaints procedure. 
 
If you have a particular concern about your child or wish to raise a formal complaint, 
you should follow the school’s published complaints procedure by sharing your 
concern directly with the school (except in the case of complaints against the 
Headteacher which should be addressed to the CEO Mr Theo 
Brehony t.brehony@gardenerschools.com)  
 
In the event of a complaint reaching Stage 3 of the Complaints Procedure, at least 
one Director will normally review the complaint as part of the Complaints Panel. 
 
Stage 1: Informal Resolution 
 

• It is intended that most concerns will be resolved quickly and informally. 
• Parents should contact their child’s Class Teacher in the first instance. If 

necessary, the Class Teacher may consult a Subject Leader, Head of Section or 
the Deputy Head. 

• Complaints raised directly with a Subject Leader, Head of Section, Deputy 
Head or the Head will normally be referred to the Class Teacher, unless the 
matter is deemed appropriate for them to handle personally at this informal 
resolution stage. 

• If the issue is not resolved to the parents’ satisfaction within ten working days1, 
parents will be advised to proceed to Stage 2 (Formal Resolution) 

 
Stage 2: Formal Resolution 
 

• If informal resolution is unsuccessful, parents should submit their complaint in 
writing to the Head. Parents are encouraged to use the provided form 
(‘Complaints Form for Parents’) which has been produced by ISBA 
(Independent Schools’ Bursars Association). 

• The Head will consider the complaint and may meet with the parents, normally 
within five working days. 

 
1 Working days are defined as Monday to Friday, during term time, excluding UK Public Holidays. 

mailto:t.brehony@gardenerschools.com
https://rpps.co.uk/about-us/policies/
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• The Head will appoint an appropriate member of the Senior Leadership Team, 
normally a Deputy Head, to investigate the complaint. The Stage 2 investigator 
will then make a report of their findings to the Head. 

• The Head will write to the parents within 21 working days of commencing 
Stage 2. 

• If the complaint concerns the Head, a member of the Board of Directors will 
investigate and respond. They may provide evidence to the Stage 3 Panel but 
cannot themselves be a member of the Panel. 

• EYFS-related complaints must receive a response within 28 calendar days. 
• The written record of an EYFS complaint will include the date and method of 

the complaint, an anonymised description of the matter (e.g. "Child A", "Staff 
B"), the EYFS requirement to which it relates, how it was investigated and by 
whom, any actions taken as a result, and confirmation that the outcome was 
shared with the complainant within 28 days. This record is made available to 
Ofsted and/or ISI on request. 

• If parents are dissatisfied with the Stage 2 outcome, they may escalate to Stage 
3 by writing to the Head within ten working days. 

• The School does not require parents to provide new grounds in order to 
access Stage 3. 

 
Stage 3: Complaints Panel Hearing 
 

• A Complaints Panel will be appointed within five working days of a written 
request to escalate. 

• A hearing will take place within a further ten working days. 
• The Panel will include at least three people not previously involved, with at 

least one independent of the management and running of the school. 
• The Panel will not normally consider any new area of complaint that has not 

already been raised at Stages 1 and 2, save for an appeal against a decision to 
exclude or require the removal of a pupil. 

• Parents may attend the hearing and be accompanied by a friend, relative or 
teacher. Legal representation is not considered necessary or appropriate and 
parents are not entitled to be legally represented at the hearing. If a parent 
does not exercise their right to attend, this does not remove the School's 
obligation to hold the hearing and reach a decision. 
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• The Panel will make findings and, where appropriate, recommendations. 
These will be sent to the complainant, the Head, the Proprietor, and any 
person named in the complaint within five working days of the hearing. 

• The Stage 3 process, from receipt of the written request to escalate to 
notification of the Panel's decision, will not normally exceed 21 working days. 

• Records of Stage 3 complaints will be available for inspection on school 
premises by the Proprietor and the Head. 

 
Record Keeping and Confidentiality 

• Formal complaint records (Stage 2 or 3) are retained for seven years unless 
safeguarding is involved. Where a safeguarding-related complaint concerns a 
pupil, records are retained until that pupil's 25th birthday. Where it concerns a 
member of staff, records are retained until the individual reaches normal 
pension age or for 10 years, whichever is longer. 

• All actions taken by the School as a result of complaints are recorded. 
• The School records the number of complaints registered under the formal 

procedure during the preceding school year, and makes this information 
available to parents on request, in line with the Education (Independent School 
Standards) Regulations 2014. A written record is kept of all such complaints, 
whether they are resolved following the formal procedure or proceed to a 
Panel hearing, together with any action taken, regardless of the outcome. 

• All complaint-related documents are kept confidential, except where 
disclosure is required by law, the Secretary of State, or an inspection body (ISI 
or Ofsted). 

• All EYFS complaints and outcomes are recorded, including those resolved at 
Stage 1. 

• Parents’ rights to raise complaints are recognised and respected. The School 
aims to work in partnership with parents in the best interests of pupils. 

 
Persistent Correspondence 

• If a parent repeatedly attempts to reopen a complaint that has been fully 
considered at all three stages, this may be regarded as vexatious and outside 
the scope of this policy.  

 
Contacting Regulatory Bodies 

• ISI: 
Independent Schools Inspectorate 
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CAP House, 9–12 Long Lane, London EC1A 9HA 
https://www.isi.net/contact 

• Ofsted: 
0300 123 1231 | enquiries@ofsted.gov.uk 
Piccadilly Gate, Store Street, Manchester, M1 2WD 

 
 
 
 
Alternative Dispute Resolution 
Parents may request information about alternative dispute resolution (ADR). The 
School is not obliged to take part in ADR and does not ordinarily engage in ADR 
processes. 
 
Last Updated: September 2026 
Next Review: September 2027 or sooner if required by ISI or DfE 
Author: Headmaster 
Approval: Board of Directors 
Availability: On website and in large print on request 
 
Summary of Formal Complaints Received 

• 2022 - 2023: None 
• 2023 - 2024: None 
• 2024 - 2025: Two (one complaint resolved at Stage 2; one complaint 

progressed to Stage 3 Panel Hearing) 
• 2025-26: One (resolved at Stage 2) 

 

https://www.isi.net/contact
mailto:enquiries@ofsted.gov.uk

