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Statement of intent
We aim to bring all concerns about the running of our setting to a satisfactory conclusion for all
of the parties involved.

Methods

We operate the following complaints procedure for dealing with complaints against our setting.
We will investigate all written complaints, including those relating to the Early Years Foundation
Stage requirements, and notify complainants of the outcome of the investigation within 28 days
of having received the complaint.

We keep a Complaint Summary Log of all complaints received, action taken and the outcomes.
Thus when completing this record we will bear in mind the need for appropriate confidentiality.
This log is password-protected and stored digitally.

Making a complaint

Stage 1
Any person, parent or other, who has a concern about an aspect of the setting's provision

initially talks over their worries and anxieties with the nursery manager.

Most concerns should be resolved amicably and informally at this stage.

Stage 2
If this does not have a satisfactory outcome, or if the problem recurs, the person / parent moves

to Stage 2 of the procedure by putting the concerns or complaint in writing to the nursery
manager.

The setting stores written complaints from parents in the child’s personal file. However, if the
complaint involves a detailed investigation, the nursery manager may wish to store all
information relating to the investigation in a separate file designated for this complaint. All other
complaints will be stored in a separate appropriate file.
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The setting will investigate all written complaints and will record the process that was taken to
ensure the complaint was fully investigated, e.g. interviews, reviews of records; who was
involved in the investigation; any referrals made to an external agency (e.g. local authority
environmental health department or social services).

Details of the outcome of the investigation will include: any action(s) identified by the setting;
any action set or taken by Ofsted; any action taken by another external agency, where
permission to do so has been given; the outcome of the investigation, identifying any areas
where it is felt improvements to the setting could be made; if a member of staff was dismissed
following the investigation (and under what circumstances) [if this was due to the fact they
placed a child at risk of significant harm, they may need to be referred onto the Independent
Safeguarding Authority’s barred list — advice can be sought from the ISA and Ofsted].

When the investigation into the complaint is completed, the nursery manager meets with the
complainant to discuss the outcome where appropriate. A separate letter to the person / parent
who made the complaint giving more detail may also be issued, if requested or we think it is
appropriate.

When the complaint is resolved at this stage, the summative points are logged in the
Complaints Summary Log and filed in the Complaints folder.

Stage 3

If the person/parent is not satisfied with the outcome of the investigation, he or she requests a
meeting with the nursery owner. They should have a friend or partner present if required and the
manager should have the support of a colleague.

An agreed written record of the discussion is made as well as any decision or action to take as a
result. All of the parties present at the meeting sign the record and receive a copy of it.

This signed record signifies that the procedure has concluded. When the complaint is resolved
at this stage, the summative points are logged in the Complaints Summary Log and filed in the
Complaints folder.

Stage 4
If at the Stage 3 meeting the person/parent and setting cannot reach agreement, an external

mediator is invited to help to settle the complaint. This person should be acceptable to both
parties, listen to both sides and offer advice. A mediator has no legal powers but can help to
define the problem, review the action so far and suggest further ways in which it might be
resolved.

Staff or volunteers within the Early Years Alliance are appropriate persons to be invited to act as
mediators.

The mediator keeps all discussion confidential. They can hold separate meetings with the

individual personnel, if this is decided to be helpful. The mediator keeps an agreed written
record of any meetings that are held and of any advice they give.
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Stage 5
When the mediator has concluded their investigations, a final meeting between the

person/parent, the nursery owner is held. The purpose of this meeting is to reach a decision on
the action to be taken to deal with the complaint. The mediator's advice is used to reach this
conclusion. The mediator is present at the meeting if all parties think this will help a decision to
be reached.

A record of this meeting, including the decision on the action to be taken, is made. Everyone
present at the meeting signs the record and receives a copy of it. This signed record signifies
that the procedure has concluded.

The role of the Office for Standards in Education, Early Years Directorate (Ofsted) and the
Area Safeguarding Children Committee.

e Parents may approach Ofsted directly at any stage of this complaints procedure. In
addition, where there seems to be a possible breach of the setting's registration
requirements, it is essential to involve Ofsted as the registering and inspection body with
a duty to ensure the Early Years Foundation Stage requirements are adhered to.

e Ofsted can be contacted by phone (0300 123 1231), email (enquiries@ofsted.gov.uk) or
by using their online form (https://contact.ofsted.gov.uk/contact-us). If a child appears to
be at risk, our setting follows the procedures of the Area Safeguarding Children
Committee in our local authority (Buckinghamshire Safeguarding Children Partnership
for Upton, Oxfordshire Multi-Agency Safeguarding Hub for Kingston Blount).

e In these cases, both the parent and setting are informed and the nursery owner works
with Ofsted or the Area Safeguarding Children Committee to ensure a proper
investigation of the complaint, followed by appropriate action.

Records

e A record of complaints against our setting and/or the children and/or the adults working
in our setting is kept, including the date, the circumstances of the complaint and how the
complaint was managed and the outcome.

e This information is recorded in the Complaints Summary Log which is available for any
parent or staff member of the setting to view where appropriate.

We will keep the record of concerns and complaints for at least three years.
We must 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.

How to complete the complaints record
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The Little Firefly’s complaint / incident / allegation form is here:
https://docs.google.com/document/d/1kbAyIW7kW6Ye3FEXJkjgSG1j4zodnIME-ogSUIEfbWAOQ/edi

t?usp=sharing

You are not required to use this complaints record. If you wish to use a different form it must
include all of the information held in this record. Ofsted will check your complaints record at all
inspections from October 2005.

When completing the record you should bear in mind it must be shared with any parent who
asks to see it as well as with Ofsted. It is important to maintain appropriate confidentiality when
filling in the record. This means that you should not name the person making the complaint or
any persons (adults and children) that relate to the complaint.

Source of complaint

You need to record here who made the complaint. Where people complain to Ofsted, we will
normally refer all such complainants to you in the first instance. Where Ofsted carries out an
investigation into your continued suitability to provide childcare following a complaint, we will tell
you of the outcome of our investigation. Where we do this, you should enter Ofsted as the
source and the Ofsted complaint number, if known.

Nature of complaint

The record is intended only for complaints relating to the Early Years Foundation Stage. You
must record here one or more of the welfare requirements to which the complaint refers. If you
are unsure, you should refer to your EYFS pack. You must record all details associated with the
complaint, taking care not to name individuals. For example, use ‘child A, 'staff member B’.

How it was dealt with
You must provide information on how you investigated the complaint. You will need to record:
e the process that you took to ensure that the complaint was fully investigated, such as
interviews, reviews of records.
e who was involved in the investigation without identifying any individual’s names in the
complaint, including staff or any child.
e any referrals you made to an external agency, for example local authority environmental
health departments or social services.

Actions and outcomes
You must provide details about the outcome of your investigation. You will need to record:

any action(s) identified by you.

any actions set or taken by Ofsted.

any action taken by another external agency, where you have their permission to do so.
the outcome of your investigation, identifying any areas where you feel you could make
improvement to your provision.

e if you dismissed any members of staff following the investigation and if so, under what
circumstances. If you have dismissed a member of staff for misconduct, because they
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placed a child at risk of significant harm, you may need to refer the individual for
inclusion onto the Children’s and Adults’ Barred List. You can find out how to do this by
ringing Ofsted on 0300 123 1231.

You must share an account of the findings of your investigation and the actions, if any, that you
took or you intend to take as a result of your investigations with the parents who made the
complaint, and at the request of any parent of a child in your care at the setting. You must do
this within 20 or 28 days from the date the complaint was made, depending upon under which
register the child sits. You can do this by sharing this record. If they ask you to do so, or if you
think it is appropriate, you should send a separate letter to the parent who made the complaint,
giving more detail.

Policies, procedures and risk assessments referred to in this document:
e Complaint summary log
e Complaint / incident / allegation form

External references:
e How to complain about an early years or childcare provider | Oxfordshire County Council
e Contact Ofsted | Ofsted
e Contact us | early years alliance
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