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10.4 Complaints Policy and Procedure
[bookmark: _heading=h.himtifk71pce]1. Policy Statement
Our preschool is committed to providing high‑quality early education and care for all children and families. We recognise that, on occasion, parents or carers may wish to raise a concern or make a complaint. We view complaints as an opportunity to reflect, learn, and improve our practice.
We aim to:
· Respond to concerns promptly, fairly, and transparently
· Resolve issues at the earliest possible stage
· Maintain respectful, child‑centred communication
· Ensure that no child or family is disadvantaged for raising a concern
This policy applies to all parents, carers, visitors, and members of the public.

[bookmark: _heading=h.mu12v9r5rd76]2. Principles
· Child‑centred: The welfare and best interests of the child remain paramount.
· Respectful: All complaints are handled with courtesy and professionalism.
· Confidential: Information is shared only with those who need to know.
· Timely: We follow clear timescales for acknowledging and responding.
· Fair: Complaints are investigated objectively and without bias.
· Compliant: We follow the Early Years Foundation Stage (EYFS) requirements and Ofsted guidance.

[bookmark: _heading=h.5hfb975pxfb3]3. Informal Resolution (Stage 1)
Most concerns can be resolved quickly through informal discussion.
[bookmark: _heading=h.nd8ykn3edugs]How to raise an informal concern
Parents/carers are encouraged to:
· Speak to their child’s key person or the member of staff involved
· Raise the issue as soon as possible so it can be addressed promptly
[bookmark: _heading=h.e9m3g4jxfdg1]Our response
· Staff will listen carefully and aim to resolve the issue immediately
· If the concern requires further investigation, the parent will be informed of the next steps
· A brief record may be made, depending on the nature of the concern
If the parent is not satisfied with the outcome, they may proceed to Stage 2.

[bookmark: _heading=h.v6h9v3sgf8cj]4. Formal Complaint (Stage 2)
[bookmark: _heading=h.nnygkavgkwbg]How to make a formal complaint
A formal complaint should be made in writing to the Manager / Designated Safeguarding Lead. The complaint should include:
· Details of the concern
· Dates, times, and people involved
· What outcome the parent is seeking
[bookmark: _heading=h.adswbipqnjn0]Acknowledgement
· The complaint will be acknowledged within 3 working days.
[bookmark: _heading=h.vb840qk1et31]Investigation
The manager will:
· Conduct a thorough investigation
· Speak with relevant staff
· Review records, policies, and procedures
· Keep the parent informed of progress
[bookmark: _heading=h.56sg7bpusiq1]Outcome
· A written response will be provided within 28 days, as required by the EYFS.
· The response will outline findings, decisions, and any actions taken.
If the complaint involves the manager, it will be handled by the Deputy Manager or Committee.

[bookmark: _heading=h.87kps6gvn4be]5. Escalation (Stage 3)
If the parent remains dissatisfied after the formal investigation, they may escalate the complaint to the setting manager / Committee of woolston preschool
This stage may involve:
· A review of the investigation
· A meeting with the parent
· Recommendations for further action
A written outcome will be provided within 28 days.

[bookmark: _heading=h.sa10iln1ed6i]6. Complaints About Safeguarding or Welfare
Any complaint relating to:
· Safeguarding 
· Allegations against staff - allegations against staff, students and volunteers policy 2.6
· Health and safety 
· Failure to meet EYFS welfare requirements
…will be treated as a priority and handled in line with statutory guidance and 
Where appropriate, we will notify:
· Local Authority Designated Officer (LADO)
· Children’s Social Care
· Ofsted
We will follow our safeguarding and allegations procedures.

[bookmark: _heading=h.gqoch1cab3d]7. Contacting Ofsted
Parents have the right to contact Ofsted at any stage if they believe:
· The setting is not meeting EYFS requirements
· A child is at risk
· The complaint has not been handled appropriately
We will display Ofsted’s contact details clearly within the setting and they are given below;
You can contact Ofsted via phone, email, or post for general enquiries, complaints, or provider notifications.
[bookmark: _heading=h.j86blwbmqor]General Enquiries
· Phone: 0300 123 1231 (Monday to Friday, 8am–6pm)
· Email: enquiries@ofsted.gov.uk
· Postal Address: Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD 


[bookmark: _heading=h.t3mclwd552rk]8. Record Keeping
We maintain a Complaints Log that includes:
· The nature of the complaint
· How it was handled
· Actions taken
· Outcomes
· Whether it was resolved within 28 days
Records are kept for at least three years and are available to Ofsted on request.

[bookmark: _heading=h.9mns0sk9x6qe]9. Confidentiality
All complaints are handled in accordance with:
· Data Protection Act 2018
· UK GDPR
· Our Confidentiality Policy
Information is shared only when necessary to safeguard children or meet statutory requirements.

[bookmark: _heading=h.pre8svk62by0]10. Monitoring and Review
The manager reviews complaints regularly to:
· Identify patterns
· Improve practice
· Inform staff training
This policy is reviewed annually or sooner if legislation changes.
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