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Description automatically generated]COMPLAINTS & COMPLIMENTS POLICY & PROCEDURE

As a pre-school we aim to work in close partnership with parents to meet the individual needs of the children to provide the highest quality care and education in our care. We pay careful attention to individual needs and wishes. If there is any aspect of our service that you are not happy with, then please bring it to our attention immediately.
Hopefully this will be done verbally so that we can endeavour to resolve the issue through open and frank discussion.
If you have any complaints or queries with funding, please get in touch with Family Information Services on 01895 556489 or email fis@hillingdon.gov.uk
However, if you prefer, we do have a complaints log that is always available.
We record all complaints and share these with staff.
We will keep a record of any complaints which will always remain confidential unless an Ofsted inspector required seeing it.
There is a box on the front table for any complaints and compliments.
We welcome any suggestions from parents on how we can improve our services.
If any parent should have any cause for concern or any queries regarding the care or learning provided by the pre-school, you should in the first instance take it up with your child’s key person or member of the management team.
If the issue remains unresolved and you are unsatisfied with the outcome, please present your concerns in writing to the manager. We will follow the procedure from Ofsted.
 COMPLAINTS PROCEDURE
THE FOLLOWING WILL BE RECORDED
· The name of the person making the complaint
· The nature of the complaint
· Date and time of the complaint
· Action taken in response to the complaint
· The outcome of the investigation
· Details of the information and findings given to the person making the complaint (which should be provided with 28 days), including any action taken
· We will inform the person making the complaint of any actions or changes that we have taken to improve our services. We will do this either verbally, written or both, if required.
· If the complaint relates to our fulfilment of the EYFS, standards or child protection then we will notify Ofsted with 14 days
· There is a poster outlining how to contact Ofsted on display at all times.
All records of complaints will be kept securely for 3 years or until an Ofsted inspection has taken place.
If the complaint cannot be resolved between us, or it is of a serious nature and your feel that you cannot discuss it with us, then you should contact Ofsted on 0300 123 1231 or by email –enquires@ofsted.gov.uk or by post – Ofsted, Piccadilly Gate, Store Street, Manchester, MI 2WD
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