Complaints Policy 

Under the Early Years Foundation Stage, Childcare settings must provide parents with details of their complaints procedures.

The Welfare Requirement on page 23 of the Statutory Framework of the Early Years Foundation Stage states, "The Provider must take necessary steps to safeguard and promote the welfare of children"
Any written complaint relating to the welfare requirement must be investigated by the setting and they have to notify the complainants within 28 days of the outcome of the investigation. A written record of complaints must be kept.

On request, Ofsted must be provided with a written record of all complaints made during any specific periods and the action taken. 

The Welfare Requirement states that a written procedure must be in place for dealing with complaints

A Complaints procedure should consider:
· What are your arrangements are for sharing your complaints procedures with parents? 

· How you will provide a copy of the procedure to any parent who requests one? 

· To which welfare requirement(s) the complaint relates? 

· How you will investigate the complaint? 

· How you will inform parents - within 28 days - of the findings of your investigation and any action you have taken, or propose to take, as a result of the complaint and how you will record the complaint and any action taken? 

· How to provide Ofsted, on request, with a written record of all complaints made during any specified period, and the action which was taken as a result of each complaint? 

· How you will ensure that Ofsted's contact details are available to parents and that parents know they can make a complaint to Ofsted if they wish to do so - it is good practice to display the Ofsted poster titled &Parents´ as this gives parents the contact number and website details for Ofsted. The poster can be downloaded from the Ofsted website. www.ofsted.gov.uk please type Poster in the Search box.

Complaints records should include information on: 

· the welfare requirement(s) to which the complaint relates 

· the nature of the complaint 

· how you dealt with the complaint 

· any actions you have taken or propose to take as a result of your findings 

· whether the parent has been provided with an account of the findings, and any action taken, within 28 days of the date on which the complaint was made. 

Ensure that you keep accurate date records of every step in any complaint procedure.

Finally the records should be kept for at least 3 years.
