Early Years Practice Procedures
	Complaints Procedure 
At St Margarets Pre School we aim to provide a safe, caring and high-quality environment for all children and families. We welcome feedback and take complaints seriously. We believe concerns should be resolved quickly, fairly and confidentially, in line with the requirements of the Ofsted and the Early Years Foundation Stage (EYFS).

We will ensure that all complaints are:
· Taken seriously
· Handled promptly and sensitively
· Investigated thoroughly
· Recorded appropriately
· Used to improve practice

Definition of a Complaint
A complaint is an expression of dissatisfaction about any aspect of the pre-school’s provision, including:
· Care and education
· Staff conduct
· Safety and welfare
· Administration or management
This procedure does not replace the Safeguarding Policy. Any safeguarding concerns will be managed under our safeguarding procedures.

How to Raise a Concern
We encourage parents/carers to raise concerns as soon as possible.
Stage 1 – Informal Discussion
Most concerns can be resolved quickly through an informal discussion with:
· The child’s key person
· The Manager/Deputy Manager
We aim to resolve informal concerns within 5 working days.

Stage 2 – Formal Complaint
If the matter is not resolved informally, the complaint should be made in writing to the Manager.
The complaint should include:
· The nature of the complaint
· The date(s) and time(s)
· Any relevant details
· What outcome is being sought

The Manager will:
· Acknowledge the complaint within 5 working days
· Investigate thoroughly
· Keep the complainant informed
· Provide a written response within 28 days
If more time is required, the complainant will be informed of the reason and expected timescale.

Stage 3 – Escalation
If the complainant is not satisfied with the outcome, they may refer the matter to the Committee for review.
A review meeting may be arranged. A final written decision will be provided.

Complaints About the Manager
If the complaint concerns the Manager, it should be directed to the Chair of the Committee.

Complaints About the Committee
If the complaint concerns the Committee, it should be directed to the Chair, or if about the Chair, to another named committee member.

Ofsted
Parents/carers have the right to contact Ofsted at any time if they believe the setting is not meeting EYFS requirements.
Contact details:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

Telephone: 0300 123 1231
Website: www.gov.uk/ofsted

We will notify Ofsted of any complaint that relates to:
· Safeguarding and child protection
· Health and safety
· Welfare requirements
We will notify Ofsted within 14 days of the complaint being made.

Record Keeping
We will:
· Maintain a written record of all formal complaints
· Record actions taken and outcomes
· Keep records for a minimum of 3 years
· Make records available to Ofsted upon request
Confidentiality will be maintained in line with our Data Protection Policy.

Agencies
If an individual from another agency wishes to make a formal complaint about a member of staff or any practice of the setting, it should be made in writing to the setting manager.
· The complaint is acknowledged in writing within 10 days of receiving it.
· The setting manager investigates the matter and meets with the individual to discuss the matter further within 28 days of the complaint being received. 
· An agreement needs to be reached to resolve the matter.
· If agreement is not reached, the complainant may write to the settings trustees, who acknowledges the complaint within 5 days and reports back within 14 days.
· If the complainant is not satisfied with the outcome of the investigation, they are entitled to appeal 

Monitoring and Review
This policy will be reviewed annually or sooner if required to ensure it reflects current best practice and the needs of children and families attending the setting.
· Policy Review Date: 13.09.2025
· Policy Approved By: Natalie Ruddock
· Next Review: 13.09.2026
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