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	                   CONCERNS, COMPLIMENTS AND COMPLAINTS POLICY


                Early Years Foundation Stage key themes and commitments

	A Unique Child
	Positive Relationships
	Enabling Environment
	Learning and Development

	1.3 Keeping Children Safe
1.4 Health and Well being


	2.1 Respecting each other
2.2 Parents as Partners
	3.4 The Wider Context
	


	POLICY STATEMENT
At Octopus Children’s Daycare we welcome the views of people using our setting and endeavour to use these views to develop and improve practice. 

Complaints and suggestion forms are available in the Reception Area.  Completed forms can be posted in the red box in the Reception Area if the person wishes to remain anonymous.  



	PROCEDURES AND PRACTICES 

Complaints  

Where a person wishes to make a complaint, they can follow the route below:

· Use a complaint form, or voice your complaint to the Deputy Manager, Deputy Manager and/or a member/s of the committee, receipt of the complaint will be acknowledged in writing within 24 hours by the Manager, Deputy Manager or a member of the committee .

When a complaint has been made:

· The Manager or Deputy Manager (whoever is the most appropriate) and a member of the committee will take on the responsibility of addressing the complaint, they will meet with the relevant people involved with the complaint (if applicable) /meet to discuss the complaint, the meeting will be recorded and kept on file. 
· The persons addressing the complaint will meet with the person making the complaint within one week, with an explanation of how the complaint has been/is in the process of being addressed; this will take place face to face / by email / telephone call and in writing. 
· If they are able to resolve the issues verbally, minutes will be taken of the meeting, and kept on record.
· Actions will be made of the findings, with timescales and who will be responsible for the actions

·  A follow up meeting will be held in an agreed time scale to ensure the person making the complaint, is satisfied with events after the complaint. This will be recorded and filed with all paperwork recorded during this complaint process.   

Record of complaints 
When dealing with complaints, they will be recorded on a complaints form, which includes:

• The nature of the complaint 

• The action taken initially 

• Any action taken later 


• The person responsible for investigating 

• The time scale 

• A review of the effectiveness of the action taken 

• Who gets a copy of the complaint record including a written record of the outcome. 

If, after this process, the person making the complaint feels the complaint has not been addressed or resolved, they can:
· Ask for the complaint to be further investigated, with the same persons addressing the complaint or different persons, whichever the person making the complaint wishes.
· They will be asked to put their complaint in writing.

· The persons addressing the complaint will further investigate, scrutinise the previous investigation to ensure actions were upheld and the outcomes of this. 
· The persons addressing the complaint will reply in writing to the person complaining within one week of any further actions to be taken.

· A follow up meeting will be held in an agreed time scale to ensure the person making the complaint, is satisfied with events after the complaint. This will be recorded and filed with all paperwork recorded during this complaint process.   

If the person making the complaint feels the complaint has still not been resolved or addressed they can report the complaint to Ofsted, contact details at the end of this policy.
In a child protection matter, if the person raising a complaint feels unable to take the compliant to the Daycare they MUST contact the Safeguarding Children’s Board – Somerset Direct. Details at the end of this policy.

Making a complaint to Ofsted 
A parent/carer can at any time submit a complaint to Ofsted about any aspect of registered childcare provision. Ofsted will consider and look into all complaints received. Contact details at the end of this policy.  

Most concerns can be resolved through discussion with the Daycare Manager. 
If the issue can’t be resolved through discussion, then a formal complaint can be made in writing or by email. 

When a complaint has been made to Ofsted, under the Children Act Regulations the Daycare must investigate all complaints made in writing or in electronic form from parents/carers where these relate to one or more of the welfare requirements. Providing the parent/carer who made the complaint with an account of the findings and of any action taken as a result within 28 days (20 days for the Ofsted Childcare Register). The Daycare will make a written record of complaints, any action taken and the outcome of any investigation, and provide a summary, on request, to any parent/carer.  Records will be retained for a period of at least three years from the date on which the record was made, or until the next Ofsted Inspection.
Compliments 

Where the Daycare has compliments made, they will be shared with staff during staff meetings.  




	Contact Details

Ofsted   0300  123 1231  www.ofsted.gov.uk
Piccadilly Gate

Store Street

MANCHESTER

M1 2WD

Local Safeguarding Children Board – Somerset Direct (Children and Young People’s Team) 

0845 345 9122
Somerset Safeguarding Children’s Board

0300 123 2224
WBHL

Ofsted             
Piccadilly Gate      
Store Street

MANCHESTER

M1 2WD
E-mail whislteblowing@ofsted.gov.uk
Ofsted Whistle-blower hotline 0300 123 3155 (Mon to Fri 8:00am to 6:00pm)



	Other policies to read in conjunction with this policy 

· Octopus Children Centre Policies and Procedures

· Octopus Children’s Daycare Safeguarding Children Policy
· Policies relevant to the complaint 
· Octopus Children’s Daycare Whistle-blowing Policy
And other relevant policies relating to the complaint 




	This policy was adopted at a meeting of Octopus Children’s Daycare Management Committee 



	Signed by the Chairperson on behalf of the Management Committee



	Date of signature



	This Policy will be reviewed in December 2026



                         Octopus Children’s Daycare                 �                                          








