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 COMPLAINTS AND COMPLIMENTS POLICY

Complaints Policy

It is our policy that all suggestions, complaints, and grievances made by parents/carers, students, trainees, or other persons visiting or attending the Nursery are responded to promptly and courteously. Attempts will be made to resolve all matters in a mutually satisfactory manner, however, where this is not possible then apologies and an explanation will be given. When determining action, the needs of others will be considered, and decisions will be made on the basis of the general good of the Nursery and the children. If a parent/carer has an issue either involving their child or the care of children in the Nursery, they should in the first instance raise this with the person concerned, their nominated Key person or the Nursery Manager. If the parent/carer feels unable to raise the matter in this way they can approach any of the Directors, Gabriel Ezemah (07834169759) or Olabisi Ogunsalu (079 4348 9963) 
Our nursery believes that parents are entitled to expect courtesy and prompt, careful attention to their individual needs and wishes. We hope that at all times you will be happy with the service provided and that you might like to voice your appreciation to the staff concerned. 

Complaints will be dealt with professionally and promptly to ensure that any issues arising from these complaints are handled effectively and to ensure the welfare of all children. 
In case of a complaint relating to child protection, please refer to the Safeguarding Policy.

We welcome any suggestions from parents on how we can improve our services, and will give prompt and serious attention to any concerns that you may have by following our complaints procedure as outlined below:

Complaints procedure

Stage 1

If any parent should have cause for complaint or any queries regarding the care or early learning provided by the nursery they should in the first instance take it up with the child's key person or a senior member of staff/room leader.  

Stage 2

If the issue remains unresolved or parents feel they have received an unsatisfactory outcome, then these concerns must be presented in writing to the nursery manager. The manager will then investigate the complaint and report back to the parent within three working days. This will be fully documented in the complaints log book and will detail the nature of the complaint and any actions arising from it.  

Stage 3

If the matter is still not resolved, a formal meeting will be held between the manager, parent and at least one of the directors to ensure that it is dealt with comprehensively. A record of the meeting will be made along with documented actions. All parties present at the meeting will review the accuracy of the record, sign to agree and receive a copy, which will signify the conclusion of the procedure.

Stage 4 

A Parent has the right of appeal if after at stage 3, the parent is still not happy with the outcome.
If the matter cannot be resolved to their satisfaction, then parents have the right to raise the matter with Ofsted. A record of complaints will be kept in the nursery. Parents will be able to access this record if they wish to, however all personal details relating to any complaint will be stored confidentially and will only be accessible by the parties involved. 

Ofsted will have access to this record at any time during visits to ensure actions have been met appropriately.
Stage 5  

If the matter cannot be resolved to their satisfaction, then parents have the right to raise the matter with Ofsted.

In the event of a complete breakdown of communication or malpractice the complaint/grievance should be taken to Ofsted.

 
To contact OFSTED to complain please use the following:-

Telephone – 03001231231

Email- enquiries@ofsted.gov.uk
Write to – 

OFSTED 

Piccadilly Gate

Store Street

MANCHESTER

M1 2WD

A record of complaints will be kept in the nursery. Parents will be able to access this record if they wish to, however all personal details relating to any complaint will be stored confidentially and will be only accessible by the parties involved. Ofsted will have access to this record at any time during visits to ensure actions have been met appropriately. 
COMPLAINTS RECORDING FORM

CONFIDENTIAL
	Date of Complaint:

	A: Source of complaint

	Parent (in writing, including email)

Parent (in person)

Parent (phone call)
	
	Staff member

Anonymous

Ofsted (include complaint number if known)

Other (please state)
	

	B: Nature of complaint

(Please tick all standards that the complaint relates to)

	

	 Safety

Health
	
	Child Protection

Documentation
	

	Suitable Person
	
	Food and Drink


	

	Organisation


	
	Equal Opportunities


	

	Care, Learning & Play


	
	Special Needs


	

	Physical 


	
	Behaviour


	

	Equipment


	
	Working in Partnership with parents and carers


	

	Please give details of the complaint

	If escalated, please specify, e.g. Complaints Dept/Line-manager/Social Services/Safeguarding Team/LADO etc

	C: How it was dealt with

	Internal Investigation

Investigation by Ofsted

Investigation by other agencies

(please state)
	
	

	Please give details of any internal investigation or attach any outcome letter from Ofsted:



	D: Actions and outcomes



	Internal actions


	
	

	Actions agreed with Ofsted.

	
	

	Changes to conditions of registration


	
	

	Other action taken by Ofsted


	
	

	No action


	
	

	Actions imposed or agreed with other agencies
	
	

	Please give details:


	Has a copy of this record been shared with parents? Yes or No

	Date complaint was acknowledged: _____/_____/_____



	Outcome notified to parent:
 Yes (within 28 days)

Date:
Dealt within procedural timescale:    Yes /No  


	Outcome (circle one):     complaint upheld/partially upheld/not upheld. 



	Name of recorder:
Position:
Signature:
Date: 
	Date Completed:
How was complainant informed of outcome (eg letter, email, verbal etc)?
 Was the complainant satisfied with the outcome? (Circle one):    Satisfied/Unsatisfied
If not, reason:




Adopted by the Directors: August 2013. This policy is reviewed the same period annually except where there is a change in circumstance. Review Date: 7th August 2023. Next Review Date: 7th August 2024. Reviewed by: Gabriel Ezemah.

NB: From 02/12/2022 all policies are electronically signed off as an e-signature by writing my full name in italics.
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