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Intention
The intention of this policy is to provide a clear and transparent process to raise concerns or share positive feedback about the nursery. This policy ensures that all feedback is acknowledged, investigated appropriately, and used to continuously improve the nursery. By addressing issues promptly and celebrating successes, we aim to foster a positive and collaborative relationship with our community.
[bookmark: _Toc197088615]Legislative context
[bookmark: _Toc197088616]Legal guidelines and frameworks
· Early Years Foundation Stage Statutory Framework, 2024 (EYFS)
· Keeping Children Safe in Education, 2024 (KCSiE)
· Working Together to Safeguard Children, 2023 (WTSC)
[bookmark: _Toc197088617]Legal duties
Early years providers must put in place a written procedure for dealing with concerns and complaints from parents/carers. Providers must keep a written record of any complaints and their outcome. Providers must investigate written complaints relating to how they are fulfilling the Early Years Foundation Stage (EYFS) requirements and make a record of complaints available to Ofsted on request.
[bookmark: _Toc197088618]Definitions of terms used in this policy
[bookmark: _Toc197088619]Complaint
A complaint is a written expression of dissatisfaction relating to the service the setting provides or the policies and procedures the setting adheres to. Complaints often involve more serious or ongoing concerns, or instances where previous efforts to resolve an issue informally have failed. Complaints may include, but are not limited to:
· Breaches of the EYFS statutory requirements.
· Repeated or unresolved issues previously raised as concerns.
· Dissatisfaction with the setting’s response to a safeguarding or health and safety matter.
· Disagreement with the content or implementation of policies and procedures.
A complaint triggers a formal investigation and requires a written response from the nursery within 28 days.
[bookmark: _Toc197088620]Concern
A concern is an informal expression of dissatisfaction or unease from a parent or carer. Concerns may relate to day-to-day experiences or isolated incidents that the parent/carer feels require attention but may not warrant formal complaint procedures at the outset. Concerns can often be resolved quickly and informally through discussion with key staff or room leaders. Examples of concerns include:
· A one-off incident or misunderstanding involving staff or routines.
· Queries or confusion about the implementation of a policy.
· Minor health and safety or cleanliness issues.

While concerns may be verbal or written, they do not require formal investigation unless escalated. If a concern is not resolved to the satisfaction of the parent/carer, it may develop into a complaint.
Allegation
An allegation specifically relates to the behaviour of a person working with children and involves one or more of the following:
· Behaving in a way that has harmed, or may have harmed, a child.
· Possibly committing a criminal offence against or related to a child.
· Behaving in a way that indicates they may pose a risk of harm to children.
· Behaving in a way that indicates they may not be suitable to work with children.
Allegations are addressed under the procedures set out in the Safeguarding and Child Protection Policy, not through the general complaints process. However, if a parent/carer believes that an allegation has not been handled appropriately by the setting, they may raise this as a concern or complaint.
[bookmark: _Toc197088621]Guiding principles
We see feedback as a vital opportunity for reflection, improvement, and growth. Our nursery is a place where every voice matters and where all children, families, and staff are respected, valued, and protected regardless of their background. We are committed to handling all feedback with fairness, transparency, and care, ensuring that our community feels heard and supported in a culture rooted in inclusion, trust, and continuous improvement.
[bookmark: _Toc197088622]Sharing positive feedback
We encourage families to share positive feedback, as it significantly impacts our dedicated staff who have chosen this profession out of passion for nurturing children. Kind words not only uplift the team's spirits and validate their hard work but also help identify and strengthen positive practices within the nursery. They also help recognise and celebrate successes, fostering a positive environment that benefits both staff and children. Parents/carers can share their feedback on our policies and practices through our bi-annual questionnaires. We also might ask for specific input at other times throughout the year, like before National Nursery Practitioner’s Day on 17th October. However, we always welcome families to share their thoughts and suggestions with us whenever they'd like.
[bookmark: _Toc197088623]Sharing positive feedback with staff
We may share positive feedback with the staff members involved, but only after getting permission from the person who gave the compliment. This positive feedback could be shared directly with the staff, put up on noticeboards, or mentioned in team meetings.
[bookmark: _Toc197088624]Sharing positive feedback on marketing materials
We may showcase positive feedback on our website or in promotional materials, but only after getting permission from the person who gave the compliment. If we do so, we will remove any personally identifiable information, such as names, to protect the privacy of those who provided the feedback.
[bookmark: _Toc197088625]How to raise a complaint
To support clear communication and ensure consistency, any formal complaint must be submitted in writing via email to be considered under our complaints procedure. Messages sent through informal channels, such as the Famly app or casual conversations, will generally be treated as concerns unless it is explicitly stated that a formal complaint is being made. Where a parent/carer is unable to send an email, a complaint may be submitted verbally or via Famly. In such cases, it must be made explicitly clear that the message is intended as a complaint rather than a concern. This distinction is necessary to ensure that issues are properly logged, investigated, and responded to in line with our statutory obligations.
[bookmark: _Toc197088626]Complaints Procedure
A copy of our Complaints Procedure is displayed at the nursery. It explains how to raise a concern or complaint, the steps we will take, and how to escalate the issue if necessary.
Recording complaints
All complaints must be recorded by the nursery management using the Complaints Log. These records include the complainant's name, the specific nature of the complaint, relevant dates (date of complaint, dates of actions taken, etc.), a summary of actions taken to address the complaint, the outcomes of any investigations conducted, and any responses provided to the complainant.
While you may request access to your own complaint record, personal details will remain confidential and accessible only to involved parties.
Ofsted inspectors have access to all complaint records during their visits to ensure we have addressed concerns comprehensively and to answer any questions they may have regarding our procedures or actions taken.
Recording concerns
While concerns are typically informal, some may need to be recorded depending on their nature or potential impact. A concern should be formally recorded, and treated as if it were a complaint, if:
· It relates to a serious or repeated issue that could affect a child's well-being or learning.
· It highlights a pattern of behaviour that may indicate broader concerns.
· It raises a potential breach of the EYFS statutory requirements.
In these cases, the concern must be recorded as if it were a complaint to ensure thorough follow-up, accountability, and transparency. This includes logging the issue, recording actions taken, and making outcomes available for review, including by Ofsted if requested.
Concerns or complaints involving safeguarding allegations about individuals working with children
If a concern or complaint involves an allegation about a member of staff, it must be addressed through the procedures outlined in the Safeguarding and Child Protection Policy, not the general complaints process. Allegations relating to staff conduct, such as behaviour that may have harmed a child or suggests they may pose a risk, must be immediately referred to the Designated Safeguarding Lead (DSL). In such cases, a Safeguarding Concern Form must be completed without delay. If a parent/carer believes an allegation has not been handled appropriately by the setting, they may raise this separately as a concern or formal complaint.
[bookmark: _Toc197088627]Escalating concerns when they cannot be resolved with the nursery
We ask that parents and carers give the nursery a fair opportunity to resolve any concerns or complaints directly. In most cases, issues can be successfully addressed through open communication with our team. Please refer to the Complaints Procedure at the end of this policy – and also displayed at the nursery – for full guidance. if after following the nursery’s complaints procedure you feel that your concern has not been adequately resolved, you have the right to escalate the matter to an external body. Please refer to the Complaints Procedure for guidance on who to contact based on the nature of your concern.
Raising a complaint with Ofsted
It’s important to understand that Ofsted does not resolve individual disputes between parents/carers and childcare providers. Ofsted’s role is to ensure that registered providers comply with the statutory requirements of the Early Years Foundation Stage (EYFS). If concerns suggest that a setting is not meeting these standards, Ofsted may investigate and take appropriate action.
Malicious complaints and the spreading of malicious misinformation
A malicious complaint is a false accusation made with the intent to harm the reputation or operation of the nursery, its staff, or a specific individual associated with it. The complainant may be motivated by personal grievances, a desire for revenge, or other malicious intentions. Key characteristics of a malicious complaint include:
· Falsehood: the complaint is based on untrue information or a deliberate misrepresentation of events.
· Intent to harm: the primary goal of the complaint is to cause harm, such as damaging the nursery's reputation, triggering an investigation, or leading to disciplinary action against staff members.
· Lack of evidence: the complaint is often unsupported by evidence or relies on fabricated information.
· Motivated by malice: the complainant is driven by ill will or a desire to cause harm rather than a genuine concern for the well-being of children or the quality of care.
If we receive a complaint that we believe to be malicious, we will conduct a thorough investigation. If we determine the complaint is indeed malicious, we reserve the right to take steps to protect our setting, staff, and children. This may include asking the family involved to leave the nursery (i.e., terminating their contract with the nursery) or, if necessary, taking legal action. We reserve the right to take the same steps in situations where we become aware of the spreading of malicious misinformation about the nursery or the nursery’s staff.
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[bookmark: _Toc188277190][bookmark: _Toc188354400][bookmark: _Toc189490026][bookmark: _Toc191916867][bookmark: _Toc197088629][bookmark: _Hlk188268753]Key policy points covered during staff induction
· Explain the difference between a complaint and a concern raised by a parent.
· Explain when a concern should be recorded as a complaint.
[bookmark: _Toc188354401][bookmark: _Toc189490027][bookmark: _Toc191916868][bookmark: _Toc197088630]Occupational competencies signed off during staff induction
· What is the difference between a concern raised by a parent and a complaint?
· When should a concern be logged as a complaint?
[bookmark: _Toc188354402][bookmark: _Toc189490028][bookmark: _Toc191916869][bookmark: _Toc197088631]Knowledge retention questions covered in induction and staff meetings
N/A.
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N/A.
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The management team will conduct termly audits of each room to ensure that this policy is being followed.
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· Complaints Procedure must be displayed at the nursery where it can be seen by parents/carers.
· The Complaints Log must be used to record complaints.
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