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Concerns, Compliments and Complaints Policy

Our nursery’s aim is to provide an inclusive environment where all parent/carers’ opinions, wishes and individual needs are valued and respected.  We hope that you will be happy with the service provided and feel comfortable to voice your appreciation to the staff concerned.

Complaints will be dealt with professionally and promptly to ensure that any issues arising from these complaints are handled effectively and to ensure the welfare of all children. All complaints will be logged on our system.

Owls Nest keep a written record of all complaints and their outcomes for at least 2 years. We will maintain confidentiality but will provide OFSTED, on request, with a written record of all complaints within a specific period and the action taken because of each complaint.

Stage 1
If any parent should have cause for complaint or queries regarding the care and education of their child they should, in the first instance, take it up with the child’s Key Person or with the Room Leader.
(If the complaint is regarding a senior member of staff or Manager of the setting then the complaint must be addressed to the Director who will investigate the matter.) 
Stage 2
If the issue remains unresolved and there is not a satisfactory outcome, then the Nursery Manager should be contacted. Concerns must be presented in writing to the Nursery Manager who will investigate the matter and notify the outcome to the parent/carers within 28 days of having received the complaint. If the complaint is about the Nursery Manager, the Director will investigate written complaints within 28 days of having received the complaint. This will also be made available to Ofsted on request.  
Stage 3
If the matter is still not resolved a formal meeting will be held between the parent and the manager to ensure that it is dealt with appropriately. A record of the meeting will be made along with documented minutes and actions. All parties present at the meeting will sign the record and receive a copy, which 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 on 0300 123 1231.
A record of complaints will be kept in the nursery.  

In case of a complaint relating to safeguarding children, please refer to the Child Protection Policy.
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