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CONCERNS AND COMPLAINTS POLICY
EYFS: 3.75, 3.76 
For the purpose of this document the term ‘parents’ will be used to describe all types of primary caregivers, such as biological and adoptive parents, foster carers and guardians.

The difference between a concern and a complaint
A ‘concern’ may be treated as an expression of worry or doubt over an issue considered to be important for which reassurances are sought.
A complaint may be generally recognised as an expression or statement of dissatisfaction however made, about actions taken or a lack of action.
Department for Education

Our commitment
At Little Learners, we strive to provide the highest quality of care and education for our children and families and believe that all families must be treated with care, courtesy and respect.
We hope that, at all times, parents are happy and satisfied with the quality and service provided and we encourage parents to share both positive feedback and concerns with staff and management.
We welcome suggestions from parents on how we can improve our services and will give prompt and serious attention to any concerns. All concerns and complaints will be handled professionally, fairly and promptly to:
· Ensure the welfare and safety of children
· Maintain positive partnerships with parents
· Continuously improve the quality of the nursery

Where a concern or complaint relates to safeguarding or child protection, we will follow our Safeguarding Policy and local safeguarding procedures.
We have a formal procedure for dealing with complaints where we are not immediately able to resolve a concern.

Internal complaints procedure
Stage 1 – Informal discussion
If a parent has a concern or query regarding care or early education, they should first speak to the child’s key person.

If the matter is not resolved, parents should discuss it with the Manager or Deputy Manager.
Many concerns are resolved quickly at this stage through open discussion.

Stage 2 – Formal complaint
If the issue remains unresolved or parents feel the outcome is unsatisfactory, they must submit their complaint in writing to the Manager.

The Manager will:
· Acknowledge receipt of the complaint
· Investigate the matter in relation to EYFS requirements
· Provide a written response within 28 days of receiving the complaint, in line with EYFS requirements

The complaint will be recorded in the complaints log including:
· Name of complainant
· Nature of complaint
· Date and time received
· Actions taken
· Outcome of investigation
· Response provided to the complainant

Stage 3 – Formal meeting
If the matter is still unresolved, a formal meeting will be arranged between the Manager, parent(s) and another staff member.
· Parents may bring a support person (e.g. friend or relative).
· Discussions and agreed actions will be documented.
· All parties will review the written record, sign to confirm accuracy and receive a copy.

Stage 4 – External escalation
If the complaint remains unresolved, parents have the right to contact Ofsted, the registration and regulatory authority for early years providers in England.
Parents may contact Ofsted at any stage of the complaints process.

Ofsted will:
· Risk assess concerns raised
· Investigate where providers may not be meeting EYFS requirements
· Visit the nursery where necessary

Complaints records
A written record of complaints will be kept securely within the nursery.
Records will include:
· Name of complainant
· Nature of complaint
· Date complaint received
· Actions taken
· Investigation outcomes
· Response provided
Parents may request to see relevant records; however, all personal information will be stored confidentially and only shared where appropriate.
Complaints records will be available to Ofsted inspectors on request.

Visitors’ complaints

This procedure will also be followed for complaints or compliments received from visitors to the nursery, where applicable.

Ofsted contact details

Email: enquiries@ofsted.gov.uk 
Telephone: 0300 123 1231
By post:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

Parents will be informed if the nursery is due to be inspected and will receive a copy of inspection reports where applicable.

Complaints made on social media

At Little Learners, we recognise that many parents use social media to share information. However, complaints made publicly about the nursery, staff or children can be distressing and may impact the wellbeing of those involved.
We encourage parents to follow the formal complaints procedure outlined in this policy so concerns can be addressed professionally, confidentially and fairly.

Complaints regarding delivery of Free Early Education

If you wish to complain about how a free early education and childcare place is being delivered:
1. Raise the issue informally with the nursery.
2. Follow the complaints procedure outlined above if necessary.

If you remain dissatisfied, contact the Kent Children and Families Information Service (CFIS):

Telephone: 03000 41 23 23 (Monday–Friday 9am–5pm)

Email: kentcfis@theeducationpeople.org

Kent CFIS should only be contacted regarding Free Early Education delivery. All other complaints must follow this policy
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