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Purpose
At Auntie Laura's Child-minding, I am committed to providing a high-quality, safe and welcoming childcare service. I value the views of children, parents, carers and others and welcome feedback as an opportunity to improve my practice.
I aim to resolve concerns quickly, fairly and professionally wherever possible.
This policy is written in accordance with the Statutory Framework for the Early Years Foundation Stage (EYFS) 2025 – Section 3.98.

Legal Framework
This policy is based on:
· Statutory Framework for the Early Years Foundation Stage (EYFS) 2025
· Childcare Act 2006
· Data Protection Act 2018
· UK GDPR
· Human Rights Act 1998

What is a Complaint?
A complaint is an expression of dissatisfaction about any aspect of the childcare service provided.
Complaints may relate to:
· The care of a child.
· Health and safety.
· Behaviour management.
· Communication.
· Policies or procedures.
· Administration.
· Fees.
· Professional conduct.
· Safeguarding practice.
All complaints will be taken seriously and handled respectfully.

Informal Concerns
Most concerns can be resolved quickly through discussion.
Parents and carers are encouraged to speak to me as soon as possible so that any misunderstandings or concerns can be addressed promptly.
Where appropriate, an agreed solution will be discussed and implemented immediately.

Formal Complaints
If a concern cannot be resolved informally, parents may make a formal complaint verbally or in writing.
The complaint should include:
· The complainant's name.
· The nature of the complaint.
· Dates or times involved (where known).
· Any supporting information.

How Complaints Will Be Managed
Once a complaint has been received:
· It will be acknowledged within 5 working days.
· A full investigation will take place.
· Relevant records and evidence will be considered.
· Any staff or assistants involved may be spoken to.
· Confidentiality will be maintained wherever possible.
A written response will normally be provided within 28 days of receiving the complaint.
The response will explain:
· The findings.
· Any actions taken.
· Any improvements made.
· Whether the complaint has been upheld, partially upheld or not upheld.

Complaints About Safeguarding
If a complaint relates to:
· The safety or welfare of a child.
· Child protection concerns.
· Abuse or neglect.
· The conduct of myself or an assistant towards a child.
· An allegation against anyone working or living on the premises.
The complaint will immediately be managed under the Safeguarding and Child Protection Policy, rather than through this complaints procedure.
Where required:
· The Designated Safeguarding Lead procedures will be followed.
· The Local Authority Designated Officer (LADO) will be contacted.
· Children's Social Care and/or the Police will be contacted where appropriate.
· Ofsted will be notified where required by legislation.
The welfare of the child will always remain the highest priority.

Complaints About Assistants
If a complaint relates to one of my assistants:
· The complaint will be investigated fairly.
· The assistant will have the opportunity to respond.
· Appropriate supervision or disciplinary procedures may be followed where necessary.
· Safeguarding procedures will be followed immediately if concerns relate to the safety or welfare of children.

Complaints Log
A written complaints log will be maintained in accordance with EYFS requirements.
The complaints log will record:
· Date received.
· Name of complainant.
· Nature of complaint.
· Investigation undertaken.
· Outcome.
· Actions taken.
· Date complaint was resolved.
The complaints log will be available for Ofsted inspection if requested.
Complaint records will be retained securely and confidentially in accordance with data protection legislation.

Confidentiality
All complaints will be handled sensitively and confidentially.
Information will only be shared with those who need to know in order to investigate or safeguard children.
Records will be stored securely in accordance with UK GDPR.

If Parents Remain Dissatisfied
If a parent or carer is not satisfied with the outcome of my investigation, they may contact Ofsted directly.
Parents also have the right to contact Ofsted at any time if they believe I am not meeting the requirements of the Early Years Foundation Stage.
Ofsted
Telephone: 0300 123 1231
Online: https://www.gov.uk/government/organisations/ofsted
Parents can also make concerns about childcare providers through Ofsted's online contact service.

Continuous Improvement
Complaints are viewed as an opportunity to improve the quality of the service.
Following any complaint, I will consider whether:
· Policies require updating.
· Risk assessments need reviewing.
· Additional staff training is required.
· Procedures need improving.
· Parents require further communication.

Monitoring and Review
This policy will be reviewed annually or sooner if:
· EYFS requirements change.
· Legislation changes.
· Following a significant complaint.
· Following recommendations from Ofsted or the Local Authority.
This policy should be read alongside the Safeguarding and Child Protection Policy, Whistleblowing Policy, Behaviour Management Policy and Data Protection Policy.
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