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Evergreen Forest Nursery

Complaints Policy

We aim to bring all concerns about the running of our setting to a satisfactory conclu-
sion for all of the parties involved.

Methods

We operate the following complaints procedure for dealing with complaints about our
setting. We will investigate all written complaints, including those relating to the Early
Years Foundation Stage requirements, and notify complainants of the outcome of
the investigation within 14 days of having received the complaint. We also keep a
Complaint Summary Log of all formal complaints received, action taken and the out-
comes. When completing this record we will bear in mind the need for appropriate
confidentiality

Procedure Stage 1

e Any person, parent or other, who has a concern about an aspect of the set-
ting's provision talks over, first of all, his/her worries and anxieties with the set-
ting manager or their child’s key person.

e Most concerns should be resolved amicably and informally at this stage.

e If this does not have a satisfactory outcome, if the problem is deemed too seri-
ous by the person complaining, or if the problem recurs, the person/parent
moves to Stage 2.

Stage 2
e If unresolved at Stage 1, a written complaint should be made.

e The nursery complaints form should be filled out and sent (by email, post, or
by hand) to the nursery manager.

Nursery response at Stage 2

e The setting keeps written complaints from parents in a complaints file. How-
ever, if the complaint involves a detailed investigation, the setting manager
may store all information relating to the investigation in a separate file desig-
nated for this complaint. All other complaints will be stored in a separate ap-
propriate file.

e The setting will investigate all written complaints and will record the process
that was taken to ensure the complaint was fully investigated, eg interviews,
reviews of records; who was involved in the investigation without identifying
any individuals named in the complaint including staff or any child; any refer-
rals made to an external agency, eg local authority environmental health de-
partment or social services.

e The Complaints Summary Log record sheet will be used to summarise this,
with appropriate attachments.
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Details of the outcome of the investigation will include, any action(s) identified
by the setting; any action set or taken by Ofsted; any action taken by another
external agency, where permission to do so has been given; the outcome of
the investigation, identifying any areas where it is felt improvements to the set-
ting could be made; if a member of staff was dismissed following the investiga-
tion (and under what circumstances). If this was due to the fact they placed a
child at risk of significant harm, the appropriate agencies (will be informed —
see Child Protection and Safeguarding Policy).

When the investigation into the complaint is completed, the nursery manager
will meet with the complainant to discuss the outcome. A separate letter to the
person/parent who made the complaint, giving more detail, may also be issued
if requested or we think it is appropriate.

When the complaint is resolved at this stage, the summative points are logged
in the Complaints Summary Log.

Stage 3

If the person/parent is not satisfied with the outcome of the investigation, he or
she may request a meeting with the nursery manager. They may bring a third
party (eg, a friend) along to witness the meeting, as may the nursery man-
ager. This third-party person should be as independent (from the complaint)
as possible.

An agreed written record of the discussion will be made including any decision
or action to take as a result. All of the parties present at the meeting sign the
record and receive a copy of it.

This signed record signifies that the procedure has concluded. When the com-
plaint is resolved at this stage, the summative points are logged in the Com-
plaints Summary Log.

Stage 4

If at the Stage 3 meeting the person/parent and nursery cannot reach agree-
ment, an external mediator is invited to help to settle the complaint. This per-
son 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.

Staff or volunteers within the Pre-school Learning Alliance are appropriate per-
sons to be invited to act as mediators.

The mediator keeps all discussion confidential.

The mediator may hold separate meetings with the people involved if this is
decided to be helpful.

The mediator keeps an agreed written record of any meetings that are held
and of any advice s/he gives.

When the mediator has concluded her/his investigations, a final meeting be-
tween the person/parent, the setting Deputy Manager and the Manager is held.
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The purpose of this meeting is to reach a decision on the action to be taken to
deal with the complaint. The mediator's advice is used to reach this conclu-
sion. The mediator is present at the meeting if all parties think this will help a
decision to be reached.

e Arecord of this meeting, including the decision on the action to be taken, is
made. Everyone is present at the meeting signs the record and receives a
copy of it. This signed record signifies that the procedure has concluded.

OFSTED

Parents may approach Office for Standards in Education (OFSTED) directly at any
stage of this complaint’s procedure. In addition, where there seems to be a possible
breach of the setting's registration requirements, including if a child appears to be at
risk, it is essential to involve OFSTED as the registering and inspection body.

Safequarding concerns

If a child appears to be at risk, our setting will inform the Lancashire Local Safe-
guarding Children Board and follow their advice and procedures, which may include
informing Ofsted. The nursery manager will inform parents of this and will work with
the Local Safeguarding Children Board and OFSTED to ensure a proper investiga-
tion of the complaint, followed by appropriate action.

Records

e A record of complaints against our setting and/or the children and/or the adults
working in our setting is kept, including the date, the circumstances of the com-
plaint and how the complaint was managed and the outcome.

e This information is recorded in the Complaints Summary Log (using a Com-
plaints Summary Log cord sheets) which is available for any parent, staff or
committee member of the setting to view.

e We will keep the record of concerns and complaints for at least three years.

e We must provide OFSTED, on request, a written record of all complaints made
during any specified period, and the action which was taken as a result of each
complaint.
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Date complaint sent:

Full name of complainant:
Name:

Address:

Telephone:

Email:

Method of sending (email/post):

Details of complaint:

Does the Concern/Complaint Relate to:
Statutory Learning and Development Requirement/s? YES/NO
Statutory Assessment Requirement/s? YES/NO

Statutory Safeguarding and Welfare requirement/s? YES/NO (if so please indicate which be-
low)

child protection

suitable people

staff qualifications, training support and skills

staff:child ratios

health

managing behaviour

safety and suitability of premises, environment and equipment
equal opportunities

o information and records

Outcome of complaint:

IAction taken:

Response to person raising complaint:

Date of response:

Is it necessary to inform OFSTED?
Setting Safeguarding Designated Person?
Social Services?

Local Authority Area Children’s Officer (Safeguarding)

Signature of provider:

Date:
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