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1.10 Making a Complaint

Policy Statement

Nutley Preschool believes that children and families are entitled to expect courtesy, respect, and prompt attention to their needs and concerns. We welcome all feedback and take complaints seriously. Most concerns can be resolved informally through discussion with the appropriate member of staff. Where this is not possible, we follow a formal complaints procedure to ensure a fair and prompt resolution, in line with the Early Years Foundation Stage (EYFS) statutory framework and Ofsted requirements. We aim to resolve all complaints within 28 days.

Procedures

In line with the EYFS (2024), we keep a written record of all complaints that reach Stage 2 or above, along with outcomes. These records are available to parents and Ofsted upon request.

Making a Complaint

Stage 1 – Informal resolution
· Parents should first speak to the Manager about any concern. We expect most issues to be resolved amicably and quickly at this stage.

Stage 2 – Written complaint
· If unresolved, the complaint should be put in writing to the Manager and Committee. A template form is available and can be completed with the Manager if needed.
· Complaints are stored securely, either in the child’s file or, for complex cases, in a dedicated complaints file.
· A written response is provided within 28 days of receipt, in line with EYFS requirements.
· Key outcomes are logged in the Complaint Investigation Record.

Stage 3 – Meeting with leadership
· If unsatisfied, the parent may request a meeting with the Manager and Chairperson.
· A friend, partner, or advocate may attend with the parent.
· A written summary of the meeting and any agreed action is signed by all parties and shared.
· This signifies the conclusion of the complaint at this stage unless further escalation is requested.

Stage 4 – Mediation
· If agreement cannot be reached, a neutral mediator (e.g. an Early Years Advisor) may be invited to support resolution.
· The mediator is agreed upon by both parties.
· Separate or joint meetings may be held, and a record of advice and discussion is kept.
· All discussions are confidential.



Stage 5 – Final meeting
· A final meeting may be held with all parties, using the mediator’s advice to reach a final decision.
· The outcome is documented, signed, and shared with all involved.
· This concludes the complaint process within the setting.
· Referral to Ofsted or the Local Safeguarding Children Partnership (LSCP)
· Parents may contact Ofsted at any point, especially if they believe Nutley Preschool has breached the Statutory Safeguarding and Welfare Requirements of the EYFS.

Ofsted contact: 0300 123 1231
Website: www.ofsted.gov.uk
Contact details are displayed on the preschool notice board.

· If a concern involves safeguarding, we followEast Sussex Safeguarding Children Partnership (ESSCP) procedures. In such cases:
· The Manager works in full cooperation with Ofsted and the LSCP.
· Both the parent and setting are kept informed.

Records

· We keep a Complaints Log that records the date, nature, and outcome of each formal complaint.
· The Complaint Investigation Record is available to Ofsted and to parents upon request.
· All records are kept in accordance with the Data Protection Act 2018 and UK GDPR, ensuring confidentiality and secure storage.
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