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At Little Treasures Nursery we aim to provide high-quality care and education and to work openly and respectfully with children and families. We welcome compliments, suggestions, concerns and complaints because feedback helps us recognise good practice and identify where improvements may be needed.

Compliments and positive feedback are shared with the team and may be recorded as part of our quality-improvement work. Concerns and complaints are taken seriously and will be handled fairly, professionally and without adversely affecting the care provided to a child.

Safeguarding concerns
Where a concern relates to safeguarding, an allegation against an adult, or a child’s immediate safety, the nursery’s safeguarding procedures will take precedence over the normal complaints process. The Designated Safeguarding Lead (DSL), Nursery Owner and/or appropriate external agencies will be involved as required.

Stage 1 – Raising a concern
We encourage parents and carers to raise concerns with a member of the nursery team as soon as possible. Where appropriate, the concern may be resolved by the room team; otherwise, or if the parent would prefer, they can speak directly with a member of the Nursery Management Team.

If the concern relates to a member of the Management Team, it may be raised with the Nursery Owner. Parents can contact the nursery through Famly or by telephone on 01253 870055.

We aim to resolve concerns promptly and constructively wherever possible. Parents are not required to complete this informal stage before making a formal written complaint.

Stage 2 – Formal written complaint
A parent or carer may make a formal complaint in writing to the Nursery Management Team. The complaint will be acknowledged and investigated appropriately.

Where a written complaint relates to the nursery’s fulfilment of the Early Years Foundation Stage (EYFS) requirements, we will investigate the complaint and notify the complainant of the outcome within 28 days of receiving it. A written response will be provided where requested.

The complaint, investigation, action taken and outcome will be recorded in the nursery’s complaints records.

Stage 3 – Further discussion
Where concerns remain following the investigation, the Nursery Owner or Management Team may arrange a meeting with the parent or carer to discuss the complaint, the investigation and any outstanding concerns. A written record of the meeting and any agreed actions will be kept.

Contacting Ofsted
Parents and carers may contact Ofsted if they are not satisfied with the nursery’s response, if their concern relates to a matter they cannot reasonably discuss with the nursery, or if they believe Ofsted should be made aware of a concern. Ofsted’s role is to consider whether a registered childcare provider is meeting its registration requirements; it does not resolve individual disputes between parents and providers.
If a child is at risk of harm, concerns should be reported immediately through the appropriate safeguarding route rather than waiting for the nursery complaints procedure to conclude.

Ofsted can currently be contacted about childcare concerns at enquiries@ofsted.gov.uk or on 0300 123 4666. Current information about raising concerns with Ofsted is available on GOV.UK.

Complaint records and confidentiality
The nursery keeps a written record of complaints, including the nature of the complaint, the investigation, the outcome and any action taken. Complaint records are kept securely and confidentially and are made available to Ofsted on request.

Where the nursery is required to retain complaint records under its Ofsted registration requirements, records will be retained for at least three years. Any longer retention will be determined in accordance with the nursery’s records-retention and data-protection arrangements.

Information from complaint records will only be disclosed where there is a lawful or legitimate reason to do so. Individual requests for personal data will be handled in accordance with the nursery’s data-protection procedures and with appropriate consideration of the rights and privacy of other people.

Learning from complaints and feedback
The Management Team reviews complaints, concerns, compliments and other feedback to identify themes, learning and opportunities for improvement. Where changes to practice, procedures, training or communication are identified, appropriate action will be taken and monitored.

Inspection information
The nursery will meet its responsibilities to share Ofsted inspection information and reports with parents and carers in accordance with current requirements.

Policy Review
This policy will be formally reviewed as part of the nursery's scheduled policy review cycle, and sooner where there are changes to legislation or guidance, nursery practice, or where an incident, concern or other learning indicates that a review is required.
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