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Policy Statement
At St Saviour’s Pre-School and Nursery, we believe that children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes.
We welcome suggestions on how to improve our provision and take all concerns seriously. Our aim is to resolve concerns quickly and informally wherever possible. If an informal approach does not achieve a satisfactory outcome, we have a clear procedure for addressing complaints.
We are committed to bringing all concerns about our setting to a satisfactory conclusion for all parties involved.

Procedures
Record-keeping requirements
· All early years providers must keep a written record of complaints that reach Stage 2 or beyond.
· The record must include the outcome and be made available to parents and Ofsted inspectors on request.
· Complaint records are kept for a minimum of three years.

Making a Complaint
Stage 1 – Informal resolution
· Parents/carers are encouraged to raise concerns with the manager or an appropriate member of staff.
· Discussions can take place at the beginning or end of the session.
· If a private meeting is preferred, parents may arrange a time to speak with the manager.
· In most cases, concerns can be resolved quickly at this stage.
Stage 2 – Formal written complaint
· If the matter is not resolved, or the concern recurs, parents/carers should put their complaint in writing.
· Written complaints are stored securely in the Complaints Folder.
· The manager investigates the complaint fully and meets with the parent to discuss the outcome.
· Parents will be informed of the outcome of the investigation within 28 days of making the complaint.
· A summary of the complaint and its resolution is logged in the Complaint Investigation Record, which is available to Ofsted on request.
Stage 3 – Review meeting
· If the parent/carer is not satisfied with the outcome, they may request a formal review meeting with the managers.
· A written record of the meeting, agreed actions, and decisions is signed by all parties.
· This signed record signifies the conclusion of the internal complaints procedure.
· The outcome is recorded in the Complaint Investigation Record.

The Role of Ofsted and the Hertfordshire Safeguarding Children Partnership (HSCP)
· Parents may contact Ofsted at any stage of the complaints process.
· Where there is a possible breach of the Safeguarding and Welfare Requirements of the EYFS, Ofsted must be notified as the regulatory body.
Ofsted contact details:
Ofsted National Business Unit
Piccadilly Gate, Store Street, Manchester, M1 2WD
Tel: 0300 123 1231
Website: www.gov.uk/ofsted
· Contact details for Ofsted are displayed on the setting’s notice board.
· If a child appears to be at risk of harm, we follow the safeguarding procedures of the Hertfordshire Safeguarding Children Partnership (HSCP).
· In such cases, both the parent and our setting will be informed, and the manager will work with Ofsted and HSCP to ensure a full investigation and appropriate action.

Records
· A written record of all complaints relating to the setting, children, or staff is maintained for a minimum of three years.
· The record includes:
· The date and nature of the complaint
· Circumstances of the complaint
· Steps taken to investigate and resolve the complaint
· The outcome and any further actions taken
· Complaint records are available to parents and Ofsted inspectors on request.

Legal and Statutory Framework
· Early Years Foundation Stage (EYFS) 2025 – Safeguarding and Welfare Requirements
· Childcare Act 2006
· Ofsted Early Years Compliance Handbook (latest version)
· Hertfordshire Safeguarding Children Partnership (HSCP) procedures
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