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Comments and Complaints Policy and Procedure
EYFS (2021) Quote

3.75 - 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...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 on request.

3.76 - Providers must make available to parents and/or carers details about how to contact Ofsted, if they believe the
provider is not meeting the EYFS requirements. If providers become aware that they are to be inspected by Ofsted,
they must notify parents and/or carers. After an inspection by Ofsted providers must supply a copy of the report to
parents and/or carers of children attending on a regular basis.

Purpose of this policy

Child’s Play aims to provide a service for children and families that is of the highest standard possible. In order to
keep to these high standards, we welcome any comments, compliments and complaints. Emily Askey is responsible
for ensuring all comments, compliments or complaints are recognised, recorded and reported in line with Ofsted
guidelines and nursery’s policies. All customers who wish to make a complaint can expect to be treated fairly and
with respect and aware that all concerns will be taken seriously. No one should feel afraid to complain.

Definitions

Complaint - ‘An expression of dissatisfaction, however made, about the standard of service, actions or lack of action,
decisions or apparent failings of the setting, which requires a response.

Comments - ‘A remark, idea, comment or suggestion about the nursery which is not a criticism but may require a
response. These maybe positive comments which would be viewed as compliments, or maybe ideas, proposals or
wishes would put forward about the nursery’.

All comments and compliments received will be recorded and logged and any responses will be conducted in the
same format it was raised, unless the person has requested an alternative format, i.e. verbally, in writing, by e-mail
etc. Itis expected that all comments will be responded to as soon as possible and is agreed with by the person
making the comment, however, generally comments should take no longer than 10 working days.

Complaints

A complaint can be made both verbally and in writing. If a complaint is made to a member of staff this should be
recorded in the appropriate log and shared with Emily Askey or another member of SLT. Most complaints can be
resolved instantly or, ‘on the spot’. It would be expected that most of these complaints would be made verbally. All
will be logged along with any outcomes/actions needed and if any policies needed to be reviewed. All complaints
should be resolved as soon as possible, dates will be recorded to ensure the nursery complied with Ofsted time
scales.

OFSTED requirements

e Ofsted requires any setting to investigate all complaints and notify the parent/carer within 28 days of any
findings/action taken.

e If the complaint is made in writing we will provide Ofsted, on request, with a written record of all complaints
made during any specified period and the action which was taken as a result of each complaint.

e Arecord must be kept for at least 3 years.
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To contact Ofsted direct:
Ofsted Early Years
Piccadilly Gate

Store Street
Manchester

M1 2WD

0300 123 1231

Website: www.gov.uk/complain-about-school (also includes all types of childcare settings)
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COMPLAINTS PROCEDURE FOR PARENTS/CARERS

Please follow the procedure below if you have any concerns about the nursery.
e Please speak to your child’s key person about your concerns.
e If you wish ask for Emily Askey (Deputy manager) or Andrea Askey
e (Manager)

e Your concerns will be entered into our comments/complaints book. All comments/complaints will be
responded to within 28 days. A plan of action will be decided upon, and you will be given a written report
that you will be asked to sign a copy of, to acknowledge your awareness of the situation.

e If you feel your comment/complaint has not been addressed, then there is a number to report your concerns
further.

Ofsted
Telephone: 0300 123 1231
Address:
Applications, Regulatory and contact (ARC) Team
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD
Web site:www.gov.uk/complaint-about-school (also includes all

childcare settings)
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