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Policy Statement 

 

Churchwood Kindergarten believes 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 setting and will give prompt and serious attention to any concerns about the running of the 

Kindergarten. We anticipate that most concerns or complaints will be resolved quickly by an informal 

approach to the appropriate member of staff. If this does not achieve the desired result, we have a 

set of procedures for dealing with concerns.  

 

Churchwood Kindergarten aims to bring all concerns or complaints about the running of the 

Kindergarten to a satisfactory conclusion for all the parties involved. To achieve this, we operate the 

following complaints procedure. We are required to keep a “summary record” of all complaints that 

reach Stage 2 or beyond, and their outcome. This is to be made available to parents, as well as 

Ofsted inspectors, on request.   

 

Definition of a Complaint 

 

“A complaint is an expression of dissatisfaction by one or more members of the public about the 

standard of service, actions or lack of action by Churchwood Kindergarten or its staff. This applies 

whether that action was taken or the service provided by Churchwood Kindergarten, or a person or 

body acting on behalf of Churchwood Kindergarten.” 

 

Complaints will generally include allegations about: 

 Failure to provide a service at the level or standard laid down by Churchwood Kindergarten 

policy. 

 Unhelpful or insensitive attitude of a member of staff.  

 Neglect or delay in answering a query or responding to a request for service. 

 Failure to follow Churchwood Kindergarten’s agreed policies and/or procedures. 

 Failure to take account of relevant matters in coming to a decision. 

 Malice, bias or unfair discrimination. 

 

The following types of complaint are excluded from the procedure: 

 A disagreement with a decision of Churchwood Kindergarten policy, rather than the way in 

which the decision has been arrived at or carried out. 

 Any decision of Churchwood Kindergarten under its legal powers, unless the complaint 

relates to the way in which the matter was dealt with. 

 A matter which is, or could reasonably be expected to be, the subject of court or tribunal 

proceedings.  

 

The complaints procedure does not cover: 

 Requests for a service. 

 An explanation of Churchwood Kindergarten policy. 

 Matters for which there is a right of appeal or legal remedy. 



 Allegations of conduct that are expressly covered by other policy and procedures (ie: matters 

arising under a safeguarding concern). 

 

Procedures for Making a Complaint 

 

Stage 1 

1. Any parent who has a concern about an aspect of the setting’s provision should, in the first 

place, discuss their concern with the Manager. 

2. Most complaints should be resolved amicably and informally at this stage.  

3. We record the issue, and how it was resolved, in the child’s file. 

 

Stage 2 

1. If there is no satisfactory outcome reached in Stage 1, or if the problem recurs, the parent 

should move on to Stage 2 of the procedure by putting the concerns or complaint in writing 

to the Manager.  

2. For parents who are not comfortable making written complaints, there is a template form 

available from the Kindergarten (see Appendix 1). The Manager may complete the form 

alongside the parent, and the parent should sign to say they agree with the content.  

3. The Kindergarten will store written complaints from parents in the child’s personal file. 

However, if the complaint involves detailed investigation, the Manager may wish to store all 

information relating to the investigation in a separate file designated for this complaint. 

4. When the investigation into the complaint is completed, the Manager will meet with the 

parent to discuss the outcome. 

5. We will inform parents of the outcome of the investigation within 28 days of them making 

the complaint. 

6. When the complaint is resolved at this stage, the summative points are logged in the 

Complaints Summary Record, which is made available to Ofsted on request. 

 

Stage 3 

1. If the parent is not satisfied with the outcome of the investigation, they may request a 

meeting with the Manager and Director. The parent may have a friend or partner present at 

this meeting, if required, and the Manager should have the support of the management 

team.  

2. An agreed written record of the discussion is made, as well as of any decision or action to 

take as a result. All of the parties present at the meeting must sign the record and receive a 

copy of it. 

3. 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 Record, 

which is made available to Ofsted on request.  

 

Stage 4 

1. If, at the Stage 3 meeting, the parent and Manager cannot reach an agreement, an external 

mediator is invited to help 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.  

2. Staff or volunteers within the Pre-School Learning Alliance, or a member of the local 

authority, are appropriate persons to be invited to act as mediators. 

3. The mediator will keep all discussions confidential. They can hold separate meetings with the 

setting staff and the parent, if this is decided to be helpful. The mediator keeps an agreed 

written record of any meetings that are held, and of any advice given.  

 

Stage 5 

1. When the mediator has concluded their investigations, a final meeting between the parent 

and the Manager 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. 

2. A record of this meeting, including the decision on the action to take, is made. Everyone 

present at the meeting must sign the record and receive a copy. This signed record signifies 

that the procedure has concluded.  

 

The role of the Office for Standards in Education, Children’s Services and Skills (Ofsted) and the 

Area Safeguarding Children Committee 

1. 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 

National Standards for Day Care are adhered to.  

2. The Ofsted Regional Director for the South West is Bradley Simmons. Parents can complain to 

Ofsted by telephone or in writing at: 

a. Telephone: 0300 123 1231 

b. Ofsted National Business Unit, Piccadilly Gate, Store Street, Manchester, M1 2WD 

3. If a child appears to be at risk, our setting follows the procedures of the Local Safeguarding 

Children Board. 

4. In these cases, both parent and Kindergarten are informed and the Manager works with 

Ofsted and the Local Safeguarding Children Board to ensure a proper investigation of the 

complaint, followed by appropriate action.  

5. The Information Commissioner’s Office (ICO) can be contacted if a parent has made a 

complaint about the way their data is being handled and remain dissatisfied after raising their 

concern with the setting. Further information about how the Kindergarten handles personal 

data can be found in the Privacy Notice given to parents when they register their child at the 

setting. The ICO can be contacted at: 

a. Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, 

SK9 5AF or at www.ico.org.uk  

 

 

http://www.ico.org.uk/


Records 

 

1. A record of complaints in relation to the Kindergarten, or the children or adults working in 

the Kindergarten, is kept for at least three years, including the date, circumstances of the 

complaint and how the complaint was managed. 

2. The outcome of all complaints is recorded in the Complaints Summary Record which is 

available for parents and Ofsted on request. 

 

Policy Monitoring and Review 

This policy is monitored by the staff and management of Churchwood Kindergarten and will be 

reviewed annually, or before if necessary. 

 

Date created: 7th April 2019 

Created by: Caroline Bennetts 

Reviewed by: 

Signed: ……………………………………………………………………. Date: …………………………………………………..… 

Name: …………………………………………………………………….. Role: ……………………………………………………… 

 

Review date: 7th April 2020 

Reviewed by: 

Amended / Updated?  Yes / No 

Brief explanation of changes: 

 

 

Signature of reviewee: 

New review date set: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



APPENDIX 1 – COMPLAINTS FORM 

 

 

Providers must investigate all written complaints and notify the complainants of the outcome of 

the investigation within 28 days of having received the complaint. 

 

Date complaint made/received:  

Complaint made by 

Name:  

Address:  
 

Telephone:  

Email:  

Complaint made (in person, letter, email, telephone): 

Details of complaint: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Does the concern/complaint relate to: 
Statutory Learning and Development Requirements?   YES / NO 
Statutory Assessment Requirements?     YES / NO 
Statutory Safeguarding and Welfare Requirements?   YES / NO 
        (if yes, please indicate which apply below) 
- child protection 
- suitable people 
- staff qualifications, training support and skills 
- staff to child ratios  
- health 
- managing behaviour 
- safety and suitability of premises, environment and equipment 
- equal opportunities 
- information and records 
 



Outcome of complaint: 
 
 
 
 
 
 
 

Action taken: 
 
 
 
 
 
 
 

Response to person raising complaint: 
 
 
 
 
 
 
 

Date of response: 
 
 

Is it necessary to inform: 
- Ofsted?        YES / NO 
- The Kindergarten’s Designated Safeguarding Officer?  YES / NO 
- Social Services?       YES / NO 
- Local Authority Designated Safeguarding Officer   YES / NO 
- Multi Agency Safeguarding Hub?     YES / NO 
- Senior Management?      YES / NO  

 

 

 

Signed …………………………………………………………………….. Date ………………………………………………… 

 

Print Name ……………………………………………………………… 


