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Policy Statement
We aim to improve our practice and welcome suggestions for continuous improvement. We will give serious attention to any concerns raised about the running of our setting. We anticipate that most concerns will be resolved quickly by our team. If this does not achieve the desired result, we have a clear written procedure for dealing with concerns and complaints from parents and carers. We aim to resolve any issues to a satisfactory conclusion for all parties involved, while meeting our statutory responsibilities under the Early Years Foundation Stage and Childcare Register requirements.

As a setting we will:
· Take seriously any issues raised
· Deal with all issues fairly, consistently and without prejudice
· Appoint the nominated person named above to oversee the complaint
· Respect the views of everyone involved
· Resolve issues as quickly as possible
· Keep all meetings and records confidential, unless information must be shared to protect a child, meet safeguarding duties or comply with legal or regulatory requirements


Our staff will:
· Keep a written record of all complaints or concerns raised, including any meetings held and the action taken
· Record the date the complaint was received, the nature of the complaint, the person raising it, any EYFS requirement it relates to, the investigation carried out, the outcome and the date the response was sent
· Investigate all written complaints relating to the fulfilment of EYFS requirements
· Acknowledge written complaints within 5 working days where possible
· Give a written response to those involved and notify the complainant of the outcome within 28 days of receiving the complaint
· Make the complaints record available to Ofsted on request
· Provide parents and carers with a summary of the complaints record on request, while respecting confidentiality and data protection requirements

Complaint procedure 
· Firstly, issues should be raised by talking to our manager or deputy manager about any concerns. We will listen carefully, record the concern where appropriate and try to resolve it promptly.
· If this does not have a satisfactory outcome within 14 days, or if the problem reoccurs, the complaint should be put in writing
· A formal meeting with the setting manager, Chair of the committee and the person raising the complaint will be arranged
· All parties attending the meeting may bring a representative with them, such as a friend or colleague
· A written record of the meeting will be made and stored securely
· All parties must try to come to an agreeable outcome
· If the group cannot reach an agreement, it may be helpful to invite an external mediator, such as someone from the council’s early years team
· The mediator can help define the problem, review the action so far and suggest further ways in which it might be resolved
· If the complaint relates to a safeguarding or child protection concern, we will follow our Safeguarding policy and procedures immediately
· If a complaint includes an allegation that a member of staff, volunteer or committee member has harmed a child, may have harmed a child or may pose a risk of harm to children, we will follow our safeguarding procedures and contact the Local Authority Designated Officer, where appropriate
· If issues cannot be resolved, or if the complaint relates to whether the setting is meeting registration requirements, Ofsted can be contacted directly
· If the issue relates to a child being harmed or abused, and if the pre-school is not taking your concerns seriously, you can contact the local council online, call the police on 101 if a child is at risk, or call 999 if the child is in immediate danger

Report child abuse – 
Brighton and Hove Council safeguarding children: https://www.brighton-hove.gov.uk/families-children-and-learning/child-protection/child-protection 
Government: https://www.gov.uk/report-child-abuse
NSPCC: https://www.nspcc.org.uk/keeping-children-safe/reporting-abuse/report/


Ofsted contact details – 
Email: enquiries@ofsted.gov.uk 
Tel: 0300 123 4666

The Pre-school takes guidance from the following:
· Statutory framework for the early years foundation stage 2024
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