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At Bell Day Nursery, we are committed to providing the highest standard of care and early education for all children and families. We value open communication and believe that parents and carers should always be treated with care, courtesy and respect. 

We actively encourage parents to share compliments, feedback and suggestions. All compliments are recorded and shared with staff to support morale and continuous improvement. 

We also recognise that concerns or compliments may arise. We welcome the opportunity to address these promptly, professionally, and fairly, ensuring the welfare or children remains paramount. This policy supports our commitment to partnership with parents, continuous quality improvement, and compliance with the EYFS and Ofsted requirements. 

Where a concern or complaint relates to safeguarding or child protection, the nursery will follow its Safeguarding and Children and Child Protection Policy and, where appropriate, notify external agencies. 

We have a formal procedure for dealing with complaints where we are not able to resolve a concern. 

Internal Complaints Procedure

This procedure meets the requirements of the EYFS, which states that provides must have a written procedure for dealing with complaints and must investigate and respond within a reasonable timeframe. 

Stage1 – Informal Resolution

If a parent or carer has a concern regarding their child’s care or early learning, they are encouraged in the first instance to discuss this with:
· Their child’s key person,
· A senior member of staff, or
· The room manager. 
Many concerns can be resolved quickly and informally at this stage. If the matter is not resolved, parents should discuss the concern verbally with the nursery manager. 



Stage 2 – Formal Complaint

If the issue remains unresolved or the parent is dissatisfied with the response, they may submit a formal written complaint to the nursery manager. 
The nursery manager will: 
· Acknowledge receipt of the complaint,
· Investigate the matter in line with the EYFS requirements,
· Provide a written response outlining findings and actions within five working days. 

All formal complains will be fully documented in the Complaints Log, which is stored in the Nursery’s Ofsted compliance folder. 



Stage 3 – Formal Meeting

If the complaint is still not resolved to the parent’s satisfaction, a formal meeting will be arranged involving:
· The nursery manager,
· The parent/carer, and
· A senior member of staff (where appropriate)

A written record of the meeting, including agreed actions and outcomes, will be completed. All parties will be asked to review and sign the record, and a copy will be provided to the parent. This will mark the conclusion of the nursery’s internal complains procedure. 

Stage 4 – Escalated to Ofsted

If parents feel their complaint has not been resolved satisfactorily, they have the right to raise their concern directly with Ofsted, the statutory regulator for the early years providers in England. 

Parents are informed that they may contact Ofsted at any stage of the complaints process. Ofsted information is displayed clearly within our setting. 

Ofsted will: 
· Risk-Assess all complaints received, and
· May carry out a visit or inspection if it believes statutory requirements may not be met. 




 
Recording and Monitoring Complaints

In line with the EYFS, the nursery keeps a written record of all complaints relating to the statutory requirements. The record includes:
· Name of the complainant,
· Nature of the complaint,
· Date and time received,
· Actions taken, 
· Outcome of any investigation, and
· Date of response provided to the complainant. 

Parents may request access to the complaints record. All personal data is handled confidentially and in line with data protection requirements. Ofsted inspectors may access this record at any time during inspections. 

This procedure also applied to complaints of compliments received from visitors or professionals, where relevant. 



Contact details for Ofsted:
Email: enquiries@ofsted.gov.uk
Telephone: 0300 123 1231
By post:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD
Parents will also be informed if the nursery becomes aware that it is due to be inspected, and following the inspection, the nursery will provide a copy of the report to parents of children attending on a regular basis.
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