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1. Policy Statement
Little Roos Nursery and Forest Pre-School values the views of children, parents/carers, staff and visitors. We are committed to providing a high-quality early years service in line with the Early Years Foundation Stage (EYFS) statutory framework and Ofsted requirements.
We actively encourage feedback in the form of comments, compliments and complaints so that we can celebrate good practice and continuously improve our provision.
We aim to:
· Provide a clear and fair process for raising concerns
· Respond promptly, sensitively and professionally
· Use feedback to improve outcomes for children

2. Comments and Compliments
We welcome feedback about what we do well. Comments and compliments help us improve and recognise good practice.
Parents/carers and visitors can share feedback by:
· Speaking to a member of staff or the manager
· Emailing the setting
· Completing feedback forms 
All compliments will be shared with staff and used to support staff development and morale.

3. Complaints Procedure
We take all complaints seriously and will investigate them thoroughly and fairly.
Stage 1: Informal Complaint
· Concerns should initially be discussed with the key person or manager.
· Most issues can be resolved quickly through informal discussion.
Stage 2: Formal Complaint
If the issue is not resolved:
· A formal complaint should be made in writing (email or letter).
· The complaint will be acknowledged within 5 working days.
· A full investigation will be carried out.
· A written response will be provided within 28 days, as required by EYFS.

4. Record Keeping
In line with EYFS requirements:
· All complaints relating to the EYFS requirements are recorded
· Records will include: 
· The nature of the complaint
· The action taken
· The outcome
· Records will be kept for a minimum of 3 years
Parents/carers can request to see records relating to their own complaint.

5. Confidentiality
All complaints will be handled sensitively and confidentially. Information will only be shared with those who need to know to investigate and resolve the matter.

6. Escalation to Ofsted or Local Authority
If a complainant is not satisfied with the outcome, they can contact:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD
Telephone: 0300 123 1231
Website: www.gov.uk/ofsted
Managers must notify Ofsted of any complaints that relate to safeguarding or welfare requirements within 14 days of the incident.
Parents/carers may also contact Nottinghamshire County Council Early Years Team for advice and guidance.
7. Complaints about Safeguarding
Any complaint relating to safeguarding will be taken extremely seriously and dealt with in line with the setting’s Safeguarding and Child Protection Policy.
Where necessary, concerns will be referred to:
· Nottinghamshire Multi-Agency Safeguarding Hub (MASH)
· Local Authority Designated Officer (LADO)

8. Monitoring and Review
This policy will be reviewed annually or sooner if required following:
· Changes to legislation
· Updates to EYFS or Ofsted guidance
· Significant complaints or incidents
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