


[bookmark: _Toc129594639][bookmark: _Hlk106868052]Conflict Resolution with Parents and Aggressive Behaviour Policy


At Bell Day Nursery, we recognise that positive, respectful partnerships with parents and carers are essential to children’s wellbeing, learning and development. We are committed to working collaboratively with families and operate an open-door approach to encourage early discussion and resolution of concerns. 

This policy supports our duty under the EYFS to safeguard children, ensure staff wellbeing, and maintain a safe, respectful environment for all. It also aligns with Ofsted’s expectations that providers manage complaints and challenging situations effectively, fairly and professionally. 

Raising Concerns and Complaints

Parents and carers who wish to raise a concern or complaint are asked to follow the nursery's complaints policy, which insures concerns and managed fairly, confidentially and in line with EYFS requirements. 

Where concerns are raised by e-mail, telephone or social media, parents will be directed to the appropriate complaints procedure to ensure the matter can be addressed constructively and professionally.

Zero Tolerance Statement

Bell Day nursery operates a zero-tolerance approach to aggressive, threatening, abusive or defamatory behaviour towards staff, children, families or the organisation. 
This applies to all forms of communication, including: 
· Telephone calls 
· Emails
· Social media 
· Face to face interactions.
This approach supports our duty under the EYFS to ensure staff are suitable, protected and able to carry out their roles safely and effectively.


Aggressive or Abusive Telephone Calls
· Staff receiving an aggressive or abusive call will remain calm, professional and respectful.
· The caller will be asked to follow the nurseries complaints policy.
· If the behaviour continues, the call will be terminated
· All aggressive or abusive calls will be logged, including the date, time and nature of the conversation.
·  All telephone calls are recorded for safeguarding and evidential purposes. 

Aggressive or Abusive Emails

· Parents will be asked to attend the setting to discuss concerns in person, in line with the complaints policy.
· Persistently aggressive or abusive emails may result in the matter being escalated by the management team, including seeking legal advice if necessary.
· All correspondence will be retained as evidence until the matter is fully resolved.


Social Media Conduct

· Slanderous, defamatory or abusive comments on social media will be addressed immediately.
· Parents will be requested to remove such content and follow the nursery's complaints policy.
· If such behaviour continues, Bell Day Nursery may seek legal advice or action to protect staff, children and the reputation of the setting.

Aggressive Behaviour on Nursery Premises

In the event of aggressive or threatening behaviour occurring within the nursery, the following procedures will be implemented:

· The individual be directed away from children an into a private area such as the office, where appropriate.
· A second member of staff will be present wherever possible, while ensuring children remain safely supervised.
· Staff will remain calm, professional and clear that aggressive or abusive behaviour is not acceptable.
· If behaviour escalates or does not deescalate, the police will be contacted to ensure the safety of children, staff and families.
· If the individual calms down, staff will listen to their concerns and attempt to resolve the matter appropriately.
· An incident form will be completed detailing the event, actions taken and any follow up required.
· Aggressive or threatening behaviour by a parent or carer may result in the withdrawal of a child's place, in line with EYFS requirements to safeguard staff and children.
· Parents will be informed in writing within three working days following any serious incident involving aggression or threats.
· Management will provide appropriate support and reassurance to any staff member affected.
· Where appropriate, parents may be signposted to external support services or professionals.



Visitors or members of the Public

 This policy applies equally to all visitors, contractors and members of the public who engage with the nursery by phone, e-mail, social media or in person.


This policy will be followed in the event of any other visitor or member of the public displaying this type of behaviour either by phone, email, social media or in person. 
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