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1. Principles and Accessibility
We welcome concerns and complaints and respond fairly, promptly and without retaliation. Parents may raise concerns verbally, in writing, with support, in an accessible format or through an advocate. Complaints about child safety are routed immediately to safeguarding procedures; the complaints timetable never delays urgent protection.
2. Informal Resolution
Stage 1: Raise concern with key person or nursery manager. Acknowledge promptly, seek to resolve within five nursery working days where practicable and record the outcome. Parents may bypass this stage for serious issues or concerns about the person involved.
3. Formal Written Complaint
Stage 2: Submit to nursery manager Lisa Battersby, lisabattersby@thealternativeschool.co.uk, or proprietor if about the manager. Acknowledge within two working days; appoint an impartial investigator, collect relevant evidence and offer the complainant an opportunity to explain. Provide a written outcome with findings, action and escalation route as soon as practicable and in all cases within 28 days for complaints covered by EYFS. Maintain a written record of complaints and outcomes and make required information available to Ofsted/inspectors on request.
4. Escalation and Independent Consideration
Stage 3: If dissatisfied, ask the proprietor Kirsty-Anne Pugh, kirsty@thealternativeschool.co.uk for a review by someone not previously involved. Where the provision falls under the independent school standards complaints requirements, the school must additionally provide the prescribed three-stage procedure, including a hearing before a panel of at least three people not directly involved, one independent of school management, and a right for parents to attend and be accompanied. Panel findings and recommendations must be documented and made available as required. 
5. External Routes and Regulators
Parents may contact Ofsted directly about registered early years provision: 0300 123 1231; https://www.gov.uk/complain-about-childcare. For an ISI-inspected independent school, ISI receives information about standards concerns but does not act as an individual appeal body for parental complaints; consult the school’s published procedure and relevant DfE route. A safeguarding allegation must be reported to local children’s social care/LADO/police as appropriate, regardless of whether a complaint is made.

6. Confidentiality, Records and Improvement

Keep a complaints register with date, subject, investigation, outcome, actions, correspondence and deadlines. Share details only where necessary, explain confidentiality limits, and retain records under the setting’s retention schedule and applicable school standards. Analyse patterns termly, report to proprietor and communicate learning to staff and families without identifying individuals.








Appendix A — Complaint Record

Reference: ________	 Date received: _________ 	Complainant/Contact: __________________ 

Child (if relevant): _________________

Issue and Requested Outcome: ___________________________________________________
_____________________________________________________________________________

Stage: _______________________	Acknowledged: ____________

Evidence / Interviews: ___________________________________________________________
_____________________________________________________________________________

Safeguarding Referral (if needed): ___________________________

Decision and Date: _____________________________________________________________
_____________________________________________________________________________ 

Actions and Deadlines: __________________________________________________________
_____________________________________________________________________________

Review/Panel Outcome: _________________________________________________________
_____________________________________________________________________________ 

Complaint Closed: (Date): ___________________________
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