
 

Complaints Policy & Procedure 

Policy Statement: 

We value children and parents' expectations for courteous, prompt, and careful attention to their needs and concerns. We 

welcome suggestions and aim to promptly address concerns about our setting's operation. Most issues are resolved 

informally with the appropriate staff member, with the goal of achieving a satisfactory conclusion for all parties involved. 

All stages of the complaints procedure are documented and made available to parents and Ofsted inspectors. 

Procedure: 

 Stage 1: 

 Parents discuss concerns with the manager informally. 

 Most complaints are resolved amicably and informally. 

 The Complaint policy is shared with parents should they wish to proceed to the next step 

 Stage 2: 

 If not resolved, parents put concerns in writing to the nursery manager (or the Director/Deputy in her 

absence) 

 All written complaints are stored in the Complaint’s Folder. 

 The manager investigates and meets with the parent to discuss the outcome within 28 days. 

 An agreed written record is made and signed by all parties present. 

 Stage 3: 

 If no agreement is reached, an external mediator is invited, this can be the owner or deputy on duty. 

 The mediator listens to both sides and offers advice. 

 The mediator keeps all discussions confidential. 

 Stage 4: 

 A final meeting between the parent, manager, and owner is held. 

 The mediator's advice is used to reach a decision. 

 A record of this meeting is made and signed by all present. 

Role of Regulatory Bodies: 

 Parents may approach Ofsted directly at any stage of the complaint procedure. 

 Ofsted ensures adherence to Early Years Foundation Stage requirements. 

 Parents can contact Ofsted by phone or in writing. 

 If a child is at risk, the Local Safeguarding Children Board or local safeguarding partners are involved. 

 The Information Commissioner’s Office (ICO) can be contacted if there are data handling concerns. 

Records: 

 Complaint records are kept for at least three years, including details of the complaint and its 

management. 

 The outcome of all complaints is recorded in the Complaint Investigation Record, accessible to parents 

and Ofsted inspectors upon request. 


