Complaints Policy
Policy Statement
Roxwell Pre-school values the views and feedback of parents, carers, staff, and visitors. We aim to handle all concerns and complaints fairly, promptly, and confidentially. We believe that most concerns can be resolved informally through open communication, but where necessary, we follow a formal process in line with the Early Years Foundation Stage (EYFS) Statutory Framework and Ofsted requirements.
1. Aims
• To provide a clear and fair procedure for handling complaints.
• To resolve issues quickly, fairly, and to the satisfaction of all parties where possible.
• To maintain confidentiality and professionalism throughout the process.
• To use complaints constructively to improve the quality of care and service provided.
2. Definition of a Complaint
A complaint is any expression of dissatisfaction about the service provided, actions of staff, or the care of a child that requires a formal response. Concerns raised informally will also be taken seriously and addressed promptly.
3. Raising a Concern or Complaint
Stage 1 – Informal Resolution:
• Parents or carers should first speak to the child’s key person or the Manager to discuss their concern.
• Most issues can be resolved quickly and informally through open communication.

Stage 2 – Formal Complaint:
• If the issue is not resolved, the parent or carer should submit a written complaint to the Manager.
• The Manager will acknowledge receipt within 5 working days and investigate the issue thoroughly alongside the Management Committee.
• A written response will be provided within 28 days of receiving the complaint, in line with EYFS requirements.
4. Investigation Procedure
• The Manager/Management Committee will investigate all complaints fairly and objectively.
• All parties involved will be given the opportunity to present their views.
• Notes of meetings, discussions, and findings will be kept confidentially.
• If the complaint concerns the Manager, it should be addressed to the Chair of the Management Committee.
5. Record Keeping
• A written record will be kept of all complaints received and their outcomes.
• Records will include details of how each complaint was investigated, the findings, any actions taken, and whether the complainant was satisfied.
• Complaint records will be retained for at least 3 years and made available to Ofsted upon request.
6. Confidentiality
• All complaints will be handled with sensitivity and in confidence.
• Information will be shared only with those who need to know for the investigation.
• Personal data will be handled in accordance with our Data Protection Policy and UK GDPR.
7. Escalation Procedure (If Not Resolved Internally)
If the complainant is not satisfied with the outcome, they may contact Ofsted directly:

Ofsted
Piccadilly Gate, Store Street, Manchester, M1 2WD
Telephone: 0300 123 1231
Email: enquiries@ofsted.gov.uk
Website: www.ofsted.gov.uk

Ofsted will consider complaints relating to a provider’s failure to meet the EYFS requirements.
8. Monitoring and Review
• The Manager reviews all complaints annually to identify patterns or recurring issues.
• Lessons learned are used to improve our policies, practice, and communication with families.
• This policy will be reviewed annually or sooner if new guidance is issued.
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