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Complaints policy and procedure 

Care chiefs children’s nursery 

 

EYFS Specific Legal Requirement: “Providers must put in place a written procedure for 

dealing with concerns and complaints from parents and/or carers, and must keep a written 

record of any complaints, and their outcome. Childminders are not required to have a 

written procedure for handling complaints, but they must keep a record of any complaints 

they receive and their outcome. All providers must investigate written complaints relating 

to their fulfilment of the EYFS requirements and notify complainants of the outcome of the 

investigation within 28 days of having received the complaint. The record of complaints 

must be made available to Ofsted or the relevant childminder agency on request.” (EYFS 

3.74) 

Compliance: The childcare provider keep a record of all complaints lodged against them; the 

complaint may have been made directly to the childcare provider or to Ofsted. Complaints 

made to Ofsted are recorded on Ofsted’s website, complaints made to the childcare 

providers are recorded in the childcare providers complains folder and shared with Ofsted 

during inspection visits. Parents will be shown any complaints during their first visit. 

 

Procedure: When receiving a complaint from parents the setting uses a 3 stage approach to 

deal with it: 

 

Stage 1: Receive the complaint and record the details of the complaint on the childcare 

database including the name of the parent, the child’s name, the type of complaint e.g. 

procedure, the media used to make the complaint e.g. letter or telephone, the date of the 

complaint, the subject of the complaint, whether the complaint is against the company or 

an individual working for the company and the timescale for the complaint to be resolved. 

 

Where a complaint has been made verbally the setting will ask that the parent follow this up 

with a copy in writing. Once the setting has all the details of the complaint a Stage 1 letter 

will be issued to the parents with the details of the complaint, parents are asked to check 

the complaint to ensure its accuracy and provide feedback, i.e. the complaint is accurate or I 

would like to add/amend the content.  

Once feedback is received from Stage 1 the complaint progresses to Stage 2. 
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Stage 2: Involves checking the details of the complaint against our procedures to determine 

whether procedures were followed correctly or not, this may involve following the 

complaint up with external agencies e.g. Ofsted, NCMA, SEN, First Aid Trainer, Health 

Visitor, Salford early years team, etc.  

 

The setting then issues a Stage 2 letter to the parents with details of any follow-ups and any 

actions the setting intends to take as a result of the investigations, including no further 

action and ask the parent to provide feedback. 

Once feedback is received from Stage 2 the complaint progresses to Stage 3. 

Stage 3: Taking into account the parents feedback from Stage 2 the setting concludes the 

complaint and issues a Stage 3 letter to the parent detailing the conclusions. Parents are 

asked to tick either: 

 

a. I confirm that the complaint has been concluded to my satisfaction. 

b. To conclude I have added some of my own recommendations above. 

 

The setting will take into account parent recommendations under the following terms: 

 

Parent recommendations will NOT be considered where they 1. Adversely affect the 

childcare settings capacity to operate safely, 2. Contradict any training the setting or its staff 

are in receipt of, 3. Contravene any laws, 4. Breach the requirements of our governing body 

or any other association we are connected with, 5. Where the recommendation is deemed 

unfavourable to the safe and competent management of the setting. Our decision on this is 

final and is made in the interest of children and staff. 

Once Stage 3 feedback is received the complaint is closed. The timeframe for investigation, 

feedback and conclusion of a complaint is 28 days. 

3.7.13 Contacting Ofsted 

EYFS Specific Legal Requirement: “Providers must make available to parents and/or carers 

details about how to contact Ofsted or the childminder agency with which the provider is 

registered as appropriate, if they believe the provider is not meeting the EYFS requirements. 

If providers become aware that they are to be inspected by Ofsted or have a quality 

assurance visit by the childminder agency, they must notify parents and/or carers. After an 

inspection by Ofsted or a quality assurance visit by their childminder agency, providers must 

supply a copy of the report to parents and/or carers of children attending on a regular 

basis.” (EYFS 3.75) 



 
 

June 2015 Nursery manager 
 

Compliance: Whilst the childcare providers endeavour to be positive and helpful in the 

service provided they also understand that from time to time complaints or concerns may 

arise. In the event of any complaints or concerns the following people or organisations can 

be contacted and will be only too happy to assist:  

 
Jade Kent 

Care chiefs children’s nursery 

124 old lane 

Little Hulton 

M38 9sb 

Tel. 0161 7039745 

 

Or you can telephone the Ofsted complaints help-line: 

 

Ofsted Complaints Help-line: 0300 123 4666 or 0300 123 1231 

More information about registering a complaint with Ofsted can be found on the Ofsted 

website at: 

http://www.Ofsted.gov.uk/early-years-and-childcare/for-parents-and-carers/how-

complain 

 And follow the link Concerns and complaints about childcare providers. 

Or you can write to Ofsted at: 

  
 The National Business Unit 

Ofsted 

 Piccadilly Gate 
 Store Street 
 Manchester 
 M1 2WD 
 
More information for parents can be found by visiting: 
  
 www.Ofsted.gov.uk/parents 

The childcare providers take very seriously any parental concerns regarding the wellbeing of 

their child whilst in the childcare setting. All concerns are recorded and brought to the 

attention of Ofsted. The only way to resolve any concerns is if they are brought to the 

attention of the childcare providers, please do not be afraid to raise concerns, it is the aim 

of the childcare providers to work closely with parents to enable them to offer the best 
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service possible. The childcare providers will show parents any complaints they have had 

raised against them during first visits if required. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


