	[image: C:\Users\Admin\Documents\Marketing\acorns redrawn logo.jpg]Helmdon Acorns Preschool


E1 – Complaints Procedure 
Complaints Policy
Policy Statement
Helmdon Acorns Pre‑School is committed to working in partnership with families. Children and parents are entitled to courtesy, respect, and prompt attention to their needs and concerns.
We welcome feedback and view it as an opportunity to strengthen our practice. Most concerns can be resolved quickly through an informal conversation with a member of staff. When this is not possible, or when a concern recurs, we follow a clear complaints procedure to ensure fairness, consistency, and timely resolution.
Our aim is always to reach a satisfactory outcome for everyone involved.

Procedures
Early years providers must keep a written record of any complaint that reaches Stage 2 or above, including the outcome. These records must be available to parents and Ofsted on request.

Stage 1 – Informal Resolution
· Parents discuss their concern with the Setting Manager in the first instance.
· Most concerns can be resolved quickly and informally at this stage.

Stage 2 – Formal Written Complaint
If the issue is not resolved, or if the concern reoccurs:
· The parent submits their complaint in writing to the Management Team.
· Parents who prefer not to write their own statement may complete the complaints form with support from the Setting Manager.
· Written complaints are stored securely in the child’s personal file. If a detailed investigation is required, a separate complaints file may be created.
· Once the investigation is complete, the Setting Leader meets with the parent to discuss the findings.
· Parents must receive the outcome within 28 days of the complaint being made.
· A summary of the outcome is recorded in the Complaints Log.

Stage 3 – Meeting with Leadership
If the parent remains dissatisfied:
· A meeting is arranged with the parent, the Setting Leader, and the Chair of the Committee.
· The parent may bring a friend or representative for support.
· A written record of the meeting, decisions, and agreed actions is produced and signed by all parties.
· A summary is added to the Complaints Log.
· Signing the record confirms that this stage of the procedure has concluded.

Stage 4 – External Mediation
If agreement cannot be reached:
· An external mediator acceptable to both parties may be invited to support resolution.
· The mediator listens to both sides, clarifies the issues, and suggests possible ways forward.
· The mediator has no legal authority but can help facilitate a fair outcome.
· Discussions remain confidential.
· The mediator keeps a written record of meetings and advice given.

Stage 5 – Final Meeting
Once mediation is complete:
· A final meeting is held between the parent, the Setting Leader, and the Chair.
· The mediator may attend if all parties agree.
· A final decision is recorded, signed, and shared with all parties.
· This record signifies the conclusion of the complaint’s procedure.

Contacting Ofsted, Safeguarding Partners, or the ICO
Parents may contact Ofsted at any stage of the complaints process.
Where a complaint suggests a possible breach of the EYFS Safeguarding and Welfare Requirements, Ofsted must be informed as the regulatory body.
Ofsted Contact Number:
0300 123 1231
These details are displayed on our notice board.
If a child appears to be at risk, we follow the procedures of our local safeguarding partners. In such cases, both the parent and the setting are informed, and we work with the relevant agencies to ensure a thorough investigation.
If a parent is dissatisfied with how their personal data has been handled, they may contact the Information Commissioner’s Office (ICO) after raising the concern with us.
ICO Contact:
Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF
ico.org.uk

Records
We keep a record of all complaints relating to the setting, including:
· the date
· the nature of the complaint
· actions taken
· the outcome
These records are available to parents and Ofsted on request.
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