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‘Greenbank aims to provide a caring environment where traditional values of 

courtesy, respect for others and pride in work enables all children to develop their 

talents, gain self-esteem and reach their full potential.’ 

 

This is a whole school policy which includes the Early Years Foundation Stage, 

which is the Nursery, Preschool and Reception classes. It also includes temporary 

workers and volunteers. 

 

RATIONALE: 
Greenbank is an excellent school and day nursery; a fact appreciated and commented 

on by many parents. From time to time though, some parents may feel that they have 

received a less than perfect service. It is important that procedures are in place to 

investigate this quickly and fairly. Many concerns or complaints will simply be 

misunderstandings or lack of communication and will be settled quickly. If this is not 

possible then the procedures detailed below should be followed.  

 

INFORMATION FOR PARENTS: 

The following information will be made available to parents on request and in the 

Parents Handbook. 

 

COMPLAINTS POLICY: 

We hope that your association with Greenbank Preparatory School will, at all times, 

be a positive experience and that you will have no reason to be dissatisfied with any 

aspect of our service to you and your family. However, if you do have concerns then 

we would ask you to follow the procedures detailed below. 

 

COMPLAINTS PROCEDURE: 

Stage One: 

 If parents have a complaint or feel aggrieved then it is hoped that in most 

cases this can be resolved amicably by talking to the member of staff involved. 

Staff should agree to meet with parents within 5 working days. Under normal 

circumstances and during term time, we would aim to have resolved 

complaints under Stage One of the procedure within 10 working days of 

receiving the complaint.  If we cannot resolve the issue within this timeframe 

then the complaint will proceed to Stage Two. In complex cases, unusual 

circumstances or during school holidays this time frame may need to be 

increased.  If this is the case you will be kept informed of progress. 

 



Stage Two: 

 If parents have a complaint which they feel cannot be resolved by talking to 

the member of staff concerned, or is of a serious nature, they should make an 

appointment with the Headteacher. 

 EYFS parents have the right to direct complaints to OFSTED.  Contact details 

are displayed on noticeboards in Nursery, Preschool and Reception.  

 The Headteacher will offer parents a copy of the school’s complaints policy. 

Details are also available in the Parent Handbook. 

 Once a complaint is received, details should be recorded in writing. This will 

give dates, times and specific details of the complaint. The Headteacher will 

then investigate and report back to all parties concerned within 10 working 

days, for both formal and informal complaints. In complex cases or unusual 

circumstances  or during school holidays this time frame may need to be 

increased.  If this is the case you will be kept informed of progress. 

 No member of staff should be expected to tolerate a situation in which they 

feel threatened, physically, verbally or in writing by a parent. If parents are 

aggressive then staff should withdraw from the situation and report 

immediately to the Headteacher. 

 With any complaint of a serious nature, a member of the Senior Leadership 

Team will act as a mentor to the teacher involved. 

 In most cases after the initial investigation, the Headteacher will arrange and 

attend a meeting between the parents and member of staff. It is expected this 

meeting will usually bring the incident to a close and agree an outcome that is 

acceptable to all parties. 

Stage Three: 

 If it is not possible to resolve an incident or if the Headteacher feels the 

allegation is of a sufficiently serious nature then the matter will be reported to 

the Chair of the Board of Trustees who will set up a sub committee to 

investigate. This will be made up of at least three people, one of whom will be 

independent of the school’s management and day to day running. The 

independent member of the committee will be the Headteacher of Highfield 

Priory School. All members of the panel will have had no direct involvement 

in the matters detailed in the complaint. The decision of this committee will be 

final.  

 The school will aim to resolve all complaints within three weeks. In complex 

cases or unusual circumstances  or during school holidays this time frame may 

need to be increased.  If this is the case you will be kept informed of progress. 

 If parents have a complaint against the Headteacher they should write in 

confidence, marking the letter Private and Confidential, to the Chair of the 

Board of Trustees, c/o Greenbank Preparatory School, detailing their concerns.  

 The Headteacher will keep a written record of all meetings and interviews held 

in relation to the complaint, including whether the complaint is resolved at the 

formal stage or proceeded to a panel hearing. A clear concluding note will 

record the action that has been taken by the school as a result of the complaint 

(regardless of whether it was upheld). 

 

 Parents can be assured that all concerns and complaints will be treated 

seriously and confidentially. Correspondence, statements and records will be 



kept confidential except where the Secretary of State or a body conducting an 

inspection under section 108 or 109 of the 2008 Act requests access to them. 

 

Early Years Foundation Stage: 

  Additional requirements apply for EYFS settings beyond those which apply 

to the other parts of the School. Written complaints about the fulfilment of the 

EYFS requirements must be investigated and the complainant notified of the 

outcome of the investigation within 28 days. The record of complaints must be 

made available to Ofsted and ISI on request.  

 

  



 

 

 

There have been no formal written complaints in 2017/18 
 

 

  



COMPLAINTS PROCEDURE 
 

 

Relevant Member of Staff 

 

 

 

 

 

A member of the Nursery and/or 

School SLT / Headteacher 

 

 

 

 

 

Headteacher 

 

 

 

 

 

Chair of Trustees 

 

 

 

 

 

Independent Sub Committee 

 

 

The school will aim to resolve all complaints within two weeks. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Complaints Policy 

I have received, read and understood the Greenbank 

Preparatory School & Day Nursery – Complaints Policy 

 

Signed …………………………………………. 

 

Name (please print) ……………………………………. 

 

Date ……………………………………. 

 


