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1 	Introduction
“Providers must put in place a written procedure for dealing with concerns and complaints from parents and/or carers, and must keep a written record of any complaints, and their outcome”.( EYFS statutory guidance, Sept 2014)
It is useful to keep records of any compliments, concerns and complaints that the school/setting receives in a separate file.
2 	Aims and objectives
            We aim to be fair, open and honest in giving all complaints and concerns due consideration and to resolve through dialogue and mutual understanding.
The objective of this policy is to deal effectively with complaints, concerns and compliments by putting  the interests and welfare  of our children above all else. 
3 	Compliments
If parents/carers have any compliments about the service we provide, the school/setting is always happy to receive these. 
We welcome and value any compliments we receive from parents/carers and other parties. Whether offered verbally or in writing, we keep a record of the positive comments we receive. Compliments are encouraging for staff and help us to build on our successes for the future benefit of the children.
4	Concerns and complaints
We are committed to providing a high quality service and building positive relationships with parents/carers, but understand that sometimes concerns and complaints can arise. Concerns and complaints are respected, valued and appropriately responded to. We want to know about any aspect of the service we provide that may be a cause for concern or unhappiness and we will  always do our best to resolve any concerns and complaints. 
4.1     	We are committed to learning from concerns and complaints and will use these to improve our service.
4.2   	All concerns and complaints will be dealt with sensitively and confidentially. If required, a private meeting will be arranged to discuss these and help to determine how best the matter can be dealt with and the timescale for doing so.
4.3 	We will retain a written record of all concerns and complaints and how they were resolved for three years. 
4.4 	Parents will be able to access our complaints records if they request this, however all personal details relating to any complaint will be kept confidential and will only be accessible to the party/ies involved.
4.5       Complaints relating to the safeguarding of children are covered separately in our  Safeguarding and Welfare Policy.
5	General complaints/concerns procedure
	Any parent/carer, member of staff, or visitor who wishes to raise a concern or make a complaint about our services, the conduct of a member of staff, or something they may have seen or heard, can do so by following the procedures:

· Initially speak with the child’s key worker.
· If still dissatisfied or unhappy to do this for any reason, make an appointment to meet with the headteacher/manager.
· If someone wants to make a formal complaint, this must be put in writing and addressed to the headteacher/manager. This will be acknowledged immediately and responded to in the shortest possible time as well as being retained in the complaints file.
· The level of action and any investigation will be relevant to the nature of the concern/complaint.
5.1       In the case of no satisfactory resolution being found, it may be felt necessary to contact Ofsted. The Ofsted complaints number and address will be clearly displayed in the entrance area of school/setting for parents/carers to use if they feel this is necessary.
6	Complaint against a member of staff
If a complaint is made against a member of staff, a full investigation will be conducted. 
6.1	If the complaint is a serious allegation against  a member of staff around their ability to care for or keep children safe that member of staff will be immediately suspended and the  school/setting’s Safeguarding and Welfare policy followed. There will be a full investigation until a satisfactory outcome is reached.
6.2       If the complaint does not question a member of staff’s ability to care for or to keep children safe, suspension or other procedures will not begin unless the outcome of any  investigation warrants such action.
6.3	A member of staff against whom a complaint has been made will be given a copy of the complaint and informed that the headteacher/manager will investigate it, (unless this is determined as harmful to the fair outcome of the investigation).
6.4	For any complaints that Ofsted contact us about, we will endeavour to:
· provide them with as much information as they require; 
· make all information, actions and resolutions regarding the complaint available to Ofsted if the complaint has previousy been made to us;
· inform Ofsted and ISI in the event of an allegation being made regarding a member of staff.
7	Additional information
Information regarding  any unresolved complaints can be found on display in the entrance to the school/setting.
8	Monitoring and review
This policy was agreed and implemented in August 2023 and is due for review in August 2024.
	There will be ongoing monitoring of this policy as some aspects may require amending/updating before the review date should there be any incidents which take place relating to it that give cause for concern.

Name: 	Miss A West
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