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Introduction

In an ideal world complaints do not exist. However we do not live in an ideal world and from time to time complaints do arise. This document provides the procedures that Early Birds has adopted for their Complaints Policy in dealing with complaints from parents or members of the public. 

1 What is a complaint? 

A complaint is an expression of dissatisfaction about the standards of service, actions or the lack of action by the setting or its staff, affecting an individual child, person or group of children

You may want to complain if you think: 

· we have not treated you fairly or politely; or 

· we have not done something we should have done; or 

· we have done something badly. 

When we receive complaints we will: 

· deal with people courteously and in a sensitive and helpful manner 

· put things right where it is clear that we have not given the service that you have the right to expect 

· analyse complaints so that we can plan for the future by taking your views into account. 

2 Complaints Procedure

You do not have to make a formal complaint if you are unhappy with any aspect of the setting. The people who can best deal with any problems you have are the member of staff responsible for this aspect. Let them know that something is wrong and they will try to sort it out straight away wherever possible.

Stage one 

If things cannot be resolved, or if you are still unhappy with the way we are handling your concerns, you can make a complaint. It is best if the complaint is made to the member of staff with whom you have been dealing. You can do this by writing a letter or speaking to the member of staff, either face to face or on the telephone. 

You should receive a written acknowledgement of your complaint from the Nursery / Kid’s Club Manager within three working days and a response within 10 working days. If your complaint cannot be resolved by then you should get a letter saying why not and giving you a new deadline for a full response. 

 The manager may decide whether a meeting with the complainant would be beneficial on receipt of the complaint or at a later stage of the investigation to clarify any points or where the issues involved are of a complicated nature. 

Stage two 

If you are still unhappy with the outcome you can complain to the proprietor. Your complaint will be fully reviewed and a response will be sent to you within 15 working days. Again, we will let you know if it is going to take any longer. 

The final decision may be made orally but should be confirmed in writing. The decision should state clearly the reason for the outcome.

We hope our complaints procedure will help you to sort out quickly and successfully any problems you may have with the setting. 

If you have raised your concerns with the setting and proprietor and you still remain dissatisfied, you may if you wish raise concerns related to the quality of education or the welfare health or safety of children, by contacting OFSTED directly on 0300 1231231 or

Ofsted 

National Business Unit

Piccadilly Gate,

Store Street, 

Manchester

M1 2WD

Statutory Complaints 
Some complaints come outside the scope of the setting’s own complaints procedure and are shown below. They are matters where there are already specific processes in place. 

Safeguarding 
Safeguarding issues, regarding children in private settings are managed by the Lead Safeguarding person. The setting’s prime responsibility is to trigger the appropriate procedure and the setting must not attempt to investigate the issues independently. The Lead Safeguarding Person at Early Birds is Mrs Jane Starling, or in her absence Mrs Joanna Hardy in the nursery and Mrs Veronica Bicknell in the Kids Club 

Special Educational Needs 
Parents and nursery staff will naturally be in close contact about the special educational needs provision for individual children and concerns will normally be resolved between parents and the setting. However, formal complaints should be referred to the special educational needs co-ordinator. The SENCO at Early Birds is Mrs Jane Starling. 


Last updated: September 2011
Page: 2

