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Complaints Policy and Procedure




At Palm Tree Nursery we strive to provide the highest quality of care and education for our children and families and believe that all parents are 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 voice their appreciation to the staff concerned and/or management. We record all compliments and share these with staff. 

Palm Tree Nursery School takes very seriously, any complaints or concerns raised by parents. In most cases informal discussions with appropriate staff are sufficient to resolve situations. However formal procedures are invoked where initial attempts to resolve an issue are unsuccessful and the person raising the concern or making the complaint remains dissatisfied and wishes to take the matter further.

Nursery Complaints Procedures aim to:

     encourage resolution of problems by informal means wherever possible
[bookmark: _GoBack]     be easily accessible and publicised
     be simple to understand and use
     be impartial
     be non-adversarial
     allow swift handling with established time-limits for action and keeping people informed of the progress
     ensure a full and fair investigation by an independent person where necessary;
     respect peoples’ desire for confidentiality
     address all the points at issue and provide an effective response and appropriate redress, where necessary provide information to the Nursery management team so that services can be improved

Recording Complaints

A complaint may be made in person, by telephone or in writing. Or if preferable the Nursery Complaint Form (Appendix 1) can be used. At the end of any meeting or phone call the member of staff ensures that the Nursery and the parent have the same understanding of what was discussed and agreed. Brief notes are made and added to the record of the complaint.

Investigating Complaints

At each stage the person investigating the complaint ensures that they:

     establish WHAT has happened so far and WHO has been involved
     clarify the nature of the complaint and the nature of any unresolved issues
     meet with the parent or contact them where there is uncertainty or further information is     required
     establish what the parent feels would put things right
     interview those involved in the matter allowing them to be accompanied if requested
     conduct the interview with an open mind and persist in questioning if necessary
     keep clear notes of any interviews





Resolving Complaints


At each stage in these procedures the school wants to resolve the complaint and where appropriate will offer one or more of the following:
     an apology
     an explanation
     an admission that the situation could have been handled differently or better
     an assurance that the event complained about will not recur
     an explanation of the steps taken to ensure it will not happen again
     an undertaking to review Nursery policies in light of the complaint

Parents are encouraged to state what actions they feel might resolve the problem at any stage.  However, an admission that the Nursery could have handled the situation better is not the same as an admission of negligence.

In addition areas of agreement between the parties are identified and any misunderstandings that might have occurred are clarified as this can create a positive atmosphere in which to discuss any outstanding issues.
Time Limits

Complaints are considered and resolved as quickly and efficiently as possible. Realistic time limits are set for action within each stage, but where further investigation is necessary, new time limits are set and parents are informed of the new deadline and an explanation for the delay.

The Stages of a Complaint

Whilst on occasion there may need to be some flexibility between the stages, there are broadly two stages for a complaint:


Internal complaints procedure

At Palm Tree Nursery we strive to provide the highest quality of care and education for our children and families and believe that all parents are 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 voice their appreciation to the staff concerned and/or management. We record all compliments and share these with staff. 

We welcome any suggestions from parents on how we can improve our services, and will give prompt and serious attention to any concerns that parents may have. Any concerns will be dealt with professionally and promptly to ensure that any issues arising from them are handled effectively and to ensure the welfare of all children, enable ongoing cooperative partnership with parents and to continually improve the quality of the nursery. 

We have a formal procedure for dealing with complaints where we are not able to resolve a concern. Where any concern or complaint relates to child protection, we follow our *Safeguarding/Child Protection Policy.

Internal complaints procedure

Stage 1
If any parent should have cause for concern or any queries regarding the care or early learning provided by the nursery, they should in the first instance take it up with the child's key person or a senior member of staff/room leader.  If this is not resolved, we ask them to discuss this verbally with the manager. 

Stage 2
If the issue still remains unresolved or parents feel they have received an unsatisfactory outcome, then they must present their concerns in writing as a formal complaint to the nursery manager. The manager will then investigate the complaint in relation to the fulfilment of the EYFS requirements and report back to the parent within 5 and 28 working days. The manager will document the complaint fully, the actions taken and the outcome in relation to it in the complaints log book.   
(Most complaints are usually resolved informally at stage 1 or 2.)

Stage 3
If the matter is still not resolved, the nursery will hold a formal meeting between the manager, parent and a senior staff member to ensure that it is dealt with comprehensively. The nursery will make a record of the meeting and document any actions. All parties present at the meeting will review the accuracy of the record, and be asked to sign to agree it and receive a copy. This will signify the conclusion of the procedure.

Stage 4 
If the matter cannot be resolved to their satisfaction, then parents have the right to raise the matter with Ofsted. Parents are made aware that they can contact Ofsted at any time they have a concern, including at all stages of the complaints procedure, and are given information on how to contact Ofsted. Ofsted is the registering authority for nurseries in England and investigates all complaints that suggest a provider may not be meeting the requirements of the nursery’s registration. It risk assesses all complaints made and may visit the nursery to carry out a full inspection where it believes requirements are not met. 

A record of complaints will be kept in the nursery. The record will include the name of the complainant, the nature of the complaint, date and time complaint received, action(s) taken, outcomes of any investigations and any information given to the complainant including a dated response. 

Parents will be able to access this record if they wish; however, all personal details relating to any complaint will be stored confidentially and will be only accessible by the parties involved. Ofsted inspectors will have access to this record at any time during visits to ensure actions have been met appropriately. 

The record of complaints is made available to Ofsted on request. 
We will follow this procedure for any other compliments and complaints received from visitors to the provider, where applicable. 






























Parents have the right to inform Ofsted of their complaint should it not be resolved satisfactorily by the Nursery. Correspondence should be addressed to:

Contact Information





For information and advice about Ofsted Online please telephone our contact centre.

Tel: 0300 123 1231

Opening Times:
08:00 to 18:45, 
Mon- Fri


Alternatively, you can email us at

enquiries@ofsted.gov.uk

Or you can write to us at this address:

Ofsted Piccadilly Gate Store Street Manchester M1 2WD






Confidentiality


All complaints will be treated in confidence. Records and correspondence associated with a particular complaint will be kept confidential unless the Nursery is required to disclose certain information by Ofsted during the course of an Inspection or when any other legal obligation  is brought to bear. 


For more information about Ofsted’s role see:
https://www.gov.uk/government/organisations/ofsted/about 

Parents will also be informed if the nursery becomes aware that they are going to be inspected and after inspection the nursery will provide a copy of the report to parents of children attending on a regular basis. 

	This policy was adopted on
	Signed on behalf of the nursery
	Date for review

	September 2026
	N. Hameed Rana 
	September 2020






















Name





COMPLAINT FORM






Pupil’s Name:                                                                                Form:



Your Relationship to the Pupil:



Address:




Day Time Telephone Number: Evening Telephone Number:



Complaint Details














Signature:

Date:
















 
	Official use


	Date acknowledgement sent:


	By who: 


	Complaint referred to:


	
Action taken :










Are you satisfied with the Action taken:  Yes/No



Signature of parent/guardian 



Date:
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