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Making a complaint

Policy statement

Our setting believes that children and parents/carers are entitled to expect courtesy and
prompt, careful attention to their needs and wishes. We welcome suggestions on how to
improve our setting and will give prompt and serious attention to any concerns regarding its
running.

We anticipate that most concerns can be resolved quickly through an informal approach to
the appropriate member of staff. If this does not achieve the desired outcome, we follow a
clear, structured procedure to address concerns. Our aim is to bring all matters to a
satisfactory conclusion for all parties involved.

Record Keeping & Summary Log

Our setting maintains a Complaints Summary Record of all complaints that reach Stage
2 or beyond. This log includes:

e The date and circumstances of the complaint.

e How the complaint was managed and investigated.

e The final outcome.

This record is available to parents/carers upon request, as well as to Ofsted inspectors.

Complaints Procedure

Stage 1: Informal Resolution

e Any parent/carer with a concern regarding any aspect of the setting’s provision should
speak directly with the Setting Manager in the first instance.

e Most concerns will be resolved amicably and informally at this stage.

Stage 2: Formal Written Complaint

o If the concern is not resolved to the parent's satisfaction, or if the issue recurs, the
parent/carer moves to Stage 2 by submitting their complaint in writing to the Setting
Manager and the Director.

e Filing: Written complaints are stored in the child’s personal file. If a complex
investigation is required, all related documents will be held in a separate, dedicated
confidential file.

o Investigation & Timeline: The Setting Manager will investigate the complaint.
Parents must be informed of the outcome of the investigation in writing within 28 days
of receiving the complaint.



o Meeting & Resolution: Once the investigation is complete, the Setting Manager meets
with the parent/carer to discuss the outcome. When resolved, the main points are
logged in the Complaints Summary Record, which the parent signs to confirm that
the matter is resolved.

Stage 3: Formal Escalation Meeting

o If the parent/carer remains unsatisfied with the outcome of Stage 2, they may request a
formal meeting with the Setting Manager and the Director.

e Support: The parent/carer may be accompanied by a friend or partner. The Setting
Manager will have the support of the Director present.

e Record: An agreed written record of the discussion, including decisions and actions, will
be produced. All parties present must sign and receive a copy of this record, signifying
the conclusion of Stage 3. This outcome is logged in the Complaints Summary Record.

Stage 4: External Mediation

o If an agreement cannot be reached at Stage 3, an external mediator acceptable to
both parties will be invited to help resolve the issue.

o Role of Mediator: The mediator listens to both sides, reviews the steps taken so far,
offers advice, and suggests potential resolutions. The mediator has no legal powers but
helps define the problem.

o Suitable Personnel: Representatives or staff from the local Children’s Centre or Early
Years Team are appropriate persons to act as mediators.

o Confidentiality: The mediator maintains strict confidentiality and may hold separate
meetings with setting leadership and the parent/carer if helpful. Agreed written records
of meetings and advice provided will be kept.

Stage 5: Final Resolution Meeting

o After concluding investigations, the mediator conducts a final meeting with the
parent/carer, Manager, and Director to determine the action to be taken.

o Decision: The mediator’s advice is used to inform the final outcome.

o Conclusion: A formal written record of the meeting and agreed actions is created,
signed by all parties present, and distributed. This signed record signifies that the
internal complaints procedure has concluded.

The Role of Ofsted & Safeguarding
o Direct Contact with Ofsted: Parents/carers may approach Ofsted directly at any
stage of the complaints procedure. In addition, where there appears to be a breach of
registration requirements, Ofsted must be involved as the regulatory and inspection
body ensuring adherence to the Early Years Foundation Stage (EYFS) Welfare
Requirements.
o Ofsted Contact Telephone: 0300 123 4666 (Note: Details are also displayed
on the setting notice board)
o Child Protection & Safeguarding: If a child appears to be at risk of harm, our setting
follows the statutory procedures of the Local Safeguarding Children Partnership
(LSCP) in our local authority (see Safeguarding Policy).
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o Joint Investigations: In safeguarding cases, parents and the setting are informed,
and the Manager collaborates with Ofsted and local safeguarding authorities to ensure a
full investigation and appropriate protective action.
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