COMPLAINTS PROCEDURE 

Statement of intent: 
Our setting believes that children and parents 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 about the running of the setting. We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate member of staff. If this does not achieve the desired result, we have a set of procedures for dealing with concerns. We aim to bring all concerns about the running of our setting to a satisfactory conclusion for all of the parties involved.

All settings are required to keep a 'summary log' of all complaints that reach stage two or beyond. This is to be made available to parents as well as to Ofsted inspectors.

· A parent/carer, member of staff, student, or volunteer who is concerned about any aspect of the nursery or staff should first talk over their concerns with the manager. Most complaints should be resolved amicably and informally at this stage.

· If the issue is not satisfactorily resolved or the problem re-occurs, the person raising the concern should then put their concern in writing (including relevant dates, times and a brief outline of the nature of the complaint.) and should request a meeting with the Manager and/or committee as required. Formal written complaints will be acknowledged and an indication provided as to how and when the matter will be address

· An agreed written record of any ensuing discussion will be made. A written statement of the outcome will be delivered to the person making the complaint, 
within 28 days of having received the complaint.

· If the matter is still not resolved, Ofsted Early Years should be contacted at:

Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD
 Tel: 0300 123 1231

· All complaints will be taken seriously and will be treated fairly and in confidence.

· Records of complaint will be kept for three years and available to OFSTED.

In case of complaints against a member of staff regarding the physical/sexual abuse of children See Child protection – allegations against a member of staff.
