


Complaints Policy

Our Aim:-

We aim to provide a top-quality service and strive to meet the needs of each individual child and family structure. We aim to ensure our setting adheres to the national standards as set by Ofsted. We will have formal structures and strategies in place for parents/carers and staff should they wish to make a complaint about any of our services or practices.

Specific Objectives/ Statements and Procedures and How These Will Be Achieved:-

Jan Collinson, Natalie Lamb and Nikki Ireland will develop and update this policy annually or in the event any compulsory changes occur in guidelines.

Any complaints will be treated seriously and will remain confidential unless professional outside agencies need to be involved. We will act on all complaints immediately and take necessary actions.

Parents/carers are invited to speak to any staff member regarding issues or concerns to sort out the problem promptly and efficiently.

Any complaints regarding nursery staff should be made to the nursery manager Jan Collinson or either of the Deputy managers Natalie Lamb and Nikki Ireland.

If parents/carers do not wish to discuss complaints/concerns with any of the nursery staff, then they should be forwarded to Ofsted.

Email: enquiries@ofsted.gov.uk
Telephone: 0300 123 4666
[bookmark: _Toc41038197]By post:
[bookmark: _Toc41038198]Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

If a complaint contains details of a serious nature such as a safeguarding issue, the nursery manager will at her discretion contact social services (Children’s Social Care Customer Services 01609 536 993) to make them aware of any complaint/concern. In this instance the Safeguarding Policy will override confidentiality in the best interest of the child.

How We Record and Store Complaints:-

Confidential complaints should be made formally in writing and passed on to the nursery manager. These letters will be stored in a designated file in the manager’s office and stored for 3 years. Ofsted will be informed of all written complaints which in any significant event could affect suitability of care to children.

If we may receive a complaint via a telephone call, we will use our call recording system to save the conversation log for the same required amount of time of 3 years.  All callers are informed that calls are recorded for safety and training purposes. 

Records of complaints must be made available to Ofsted on request. 

Information will remain confidential between the complainant and the nursery manager if appropriate. Relevant information will be shared with other people involved in the complaint to resolve issues. Any complaints regarding bad practice will be shared with all staff members to raise awareness and make improvements. Staff will be dealt with accordingly following procedures advised from our legal representatives. 

Actions:-

All new and existing parents/carers staff and students are asked to read the nursery policies and adhere to the contents. 

Any persons involved in a complaint have a right to appeal. Staff should do so following the procedures as stated in the Employees Handbook. 

This Policy works alongside our Conflicts with Parents & Aggressive behaviour Policy.



Nursery will review this policy annually and amend if necessary.
Next Review date: ___________
Signature:- _____________________
Date :_________________________
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