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Complaints 
We believe children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes. Our intention is to work in partnership with parents and the community generally and we welcome suggestions on how to improve our group at any time. Many concerns can be resolved quickly by an informal approach to the appropriate member of staff.
It is a requirement that all complaints are logged, investigated and the complainants are notified of the outcome and any action taken within 1 calendar month. These records must be available to show a childcare inspectorate if required. 
On rare occasions, depending on the individual circumstance around the complaint, it may be necessary to temporarily suspend care whilst the investigation is underway. This may include but are not limited to: 
· Unacceptable behaviours towards staff (aggressive, abusive, intimidating, threatening etc)
· Where LADO involvement may be necessary 
· where safety, wellbeing, or legal requirements are affected
· A breakdown in trust between parents and the setting
Please be aware that if a child leaves the setting at any stage during the complaint’s procedure, the process will end at that point and will not proceed further. For example, if a complaint has reached Stage 2 and has been submitted to the manager for investigation, and you then decide to withdraw your child from the setting, the manager will still complete the Stage 2 investigation and provide you with the outcome. However, the process will only progress to a Stage 3 meeting if absolutely necessary and upon the recommendation of our Early Years Advisor. This is because the child/children are no longer attending, meaning there will be no new complaints to address and no ongoing need for partnership moving forward.
You may still contact the pre-school manager for clarification, and you also have the option to contact Ofsted if you wish.

Complaint Procedure:
1. Any minor concerns or issues with the pre-school or provision should be raised with your child’s keyperson. If you are not happy with their response, or you would like to complain about your child’s keyperson or any other member of staff you will be directed to the setting deputy manager or manager. 

2. If you are unhappy with the outcome or the problem reoccurs, put your concerns in writing to the pre-school manager. This will then be investigated and provided time to feedback to the parent within 1 calendar month. 


3. If you are still unhappy with the outcome, a meeting will be requested with the pre-school manager. Both the parent and manager can have a friend or partner present if required. An agreed written record of the discussion will be made. All of the parties present at the meeting will sign the record and receive a copy. This signed record signifies that the procedure has concluded. 


4. If at the Stage 3 meeting the parent and pre-school cannot reach agreement, an external mediator is invited to help to settle the complaint.  This person should be acceptable to both parties, listen to both sides and offer advice.  A mediator has no legal powers but can help to define the problem, review the action so far and suggest further ways in which it might be resolved. The mediator keeps all discussions confidential.

5. If you wish to make a formal complaint to Ofsted, you can contact Ofsted on:
· enquiries@ofsted.gov.uk
· 0300 123 1231
· Applications, regulatory and contact team
Ofsted 
Piccadilly Gate
Store Street
Manchester M1 2WD
The Ofsted Parents Poster below has all the information you need to contact Ofsted
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