
GREAT TEY PRE-SCHOOL 
 
SAFEGUARDING CHILDREN AND PROMOTING CHILDREN’S WELFARE: The provider must take 
necessary steps to safeguard and promote the welfare of children. 
 
Safeguarding and Welfare Requirement: Complaints 
Providers must put in place a written procedure for dealing with concerns and complaints from parents and/or 
carers, and must keep a written record of any complaints, and their outcome.  

 
Complaints Procedure for Parents, Staff and Service users 
 
Policy statement 
 
Our setting believes that children and parents are entitled to expect courtesy and prompt, careful attention to their 

needs and wishes. We welcome suggestions on how to improve our setting and will give prompt and serious 

attention to any concerns about the running of the setting. We anticipate that most concerns will be resolved 

quickly, by an informal approach to the appropriate member of staff. If this does not achieve the desired result, we 

have a set of procedures for dealing with concerns. We aim to bring all concerns about the running of our setting 

to a satisfactory conclusion for all of the parties involved. 

 

There is a fair way of dealing with issues as they arise in an informal way, but parents may wish to exercise their 

right to make a formal complaint. They are informed of the procedure to do this and complaints are responded to 

in a timely way. The same procedures apply to agencies who may have a grievance or complaint. 

 

The setting is responsible for protecting the health and safety of all staff and volunteers in its services and has a 

duty of care in relation to their physical and emotional well-being. We believe that violence, threatening behaviour 

and abuse against staff are unacceptable and will not be tolerated. Where such behaviour occurs we will take all 

reasonable and appropriate action in support of our staff and volunteers.  

 
Procedures 
 
Parents 

§ If a parent is unhappy about any aspect of their child’s care or how he/she feels he/she has been treated, this 

should be discussed with the child’s key person. The key person will listen to the parent and acknowledge 

what he/she is unhappy about. The key person will offer an explanation and an apology if appropriate. The 

issue and how it was resolved is recorded in the child’s file and Complaint Investigation Record. The recording 

will also make clear whether the issue being raised relates to a concern about quality of the service or 



practice, or a complaint. For allegations relating to serious harm to a child caused by a member of staff or 

volunteer procedure Allegations against staff, volunteers or agency staff will be followed. 
§ If the parent is not happy with the key person’s response or wishes to complain about the key person or any 

other member of staff, he/she will be directed to the setting manager. Some parents will want to make a 

written complaint; others will prefer to make it verbally, in which case the setting manager writes down the 

main issues of the complaint using the Complaint Investigation Record and keeps it in the child’s file.  
§ The setting manager will investigate the complaint and provide time to feedback to the parent within 28 days. 

A confidential written report of the investigation is kept in the child’s file if the complaint relates directly to a 

child. 
§ If the parent is still not satisfied, or if the complaint is about the setting manager, the setting manager is asked 

to forward their complaint verbally or in writing to the chair of the committee. 
§ If he or she requests a meeting verbally the setting manager and chair will be there with the parent. The 

parent may have a friend or partner present if they prefer. An agreed written record of the discussion is made, 

as well as any decision or action to take as a result. All parties present at the meeting sign the record and 

receive a copy of it.  
§ If the parent is still not satisfied, then he/she is entitled to appeal the outcome verbally or in writing to the chair 

of the committee who will pass the matter on to the committee for further investigation, who will respond to the 

parent within a further 14 days. 
§ If the complainant believes that the matter has not been resolved and there has been a breach of the EYFS 

requirements they are entitled to make a complaint to Ofsted. The manager will assist in any complaint 

investigation as well as in producing documentation that records the steps that were taken in response to the 

original complaint. 

§ The setting manager ensures that parents know they can complain to Ofsted by telephone (0300 123 1231) 
 

Agencies 

§ If an individual from another agency wishes to make a formal complaint about a member of staff or any 

practice of the setting, it should be made in writing to the setting manager. 
§ The complaint is acknowledged in writing within 10 days of receiving it. 
§ The setting manager investigates the matter and meets with the individual to discuss the matter further within 

28 days of the complaint being received.  
§ An agreement needs to be reached to resolve the matter. 
§ If agreement is not reached, the complainant may write to the setting manager’s line manager, who 

acknowledges the complaint within 5 days and reports back within 14 days. 
§ If the complainant is not satisfied with the outcome of the investigation, they are entitled to appeal and are 

referred to the owners/directors/trustees. 

 

 

 



Ofsted complaints record 

§ Legislation requires settings to keep a record of complaints and disclose these to Ofsted at inspection, or if 

requested by Ofsted at any other time. 
§ The record of complaints is a summative record only. 
§ A record of complaints will be kept for at least 3 years. 
§ In all cases where a complaint is upheld a review will be undertaken by the management to look for ways to 

improve practice where it is required. 

§ This procedure is displayed on Parent Notice Board. 

 

Records 

§ A record of complaints in relation to our setting, or the children or the adults working in our setting, is kept; 

including the date, the circumstances of the complaint and how the complaint was managed. 

§ The outcome of all complaints is recorded in the Complaint Investigation Record, which is available for parents 

and Ofsted inspectors on request. 

 

Dealing with agitated parents/visitors in the setting 

§ If a parent or visitor appears to be angry, agitated or possible hostile two members of staff will lead them away 

from the children. 

§ If the person is standing staff will remain standing.  

§ We will offer to discuss the issue of concern and we will recognise the concern. Staff will try to empathise. 

§ Staff will ensure that the language they use can be easily understood 

§ We want to hear about the issues and will seek solutions.  

§ If the person makes threats and continues to be angry, members of staff will make it clear that they will be 

unable to discuss the issue until the person stops shouting or being abusive. 

§ If threats continue members of staff will explain the police will be called and emphasise the inappropriateness 

of such behaviour in front of the children. 

§ After the event it is recorded in the child’s file together with any decisions made with the parents to rectify the 

situation. 

 

Threats and abuse towards staff and volunteers 

§ Staff and volunteers have a right to expect their workplace is a safe environment, and that prompt and 

appropriate action will be taken on their behalf if they are subject to abuse, threats, violence or harassment by 

parents, service users and other adults as they carry out their duties. 

§ If behaviour is abusive or intimidating and aggressive language occurs we will consider the withdrawal of 

permission to be on the premises. 

§ If a person is recklessly or intentionally applies unlawful force on another or puts another in fear of an 

immediate attack (including a person to be threatened by immediate violence or the fear of a physical attack) 

we would contact the police immediately. 



§ There is three categories of assault; Common assault, Actual bodily harm, grievous bodily harm. However we 

also take an assault based on victim’s race, religion, disability or sexual orientation (as defined in the Equality 

Act 2010) also seriously. 

§  Any staff member or volunteer who feels under threat or has been threatened, assaulted or intimidated in 

their work must report this immediately to the manager, who will follow our procedures and guidance for 

responding.  

§ All behaviour is recorded whether the police are involved or not. 

 

Harassment and intimidation 

§ If staff find themselves subject to a pattern of persistent unreasonable behaviour from parents or service 

users, including constant demands or criticisms on a daily basis then the setting will decide the best course of 

action. This can include contacting the police if needed. 

§ All behaviour is to be documented as it happens and reported to the manager.  

§ We may send a letter to the aggressor warning them that their behaviour is unacceptable and may result in 

further action being taken against them.  

 

Banning parents and other visitors from the premises 

§ Trespassers will be asked to leave the setting, operating the lockdown procedure (see separate policy) if 

needed and calling police if needed. 

§ If a parent or other person behaves unreasonable on the premises we may withdrawn permission to be on the 

settings property. Further breaches may lead to prosecution by the police and they will be treated as a 

trespasser. 

§ Full records of each incident will be kept, including the details of any people who witness the behaviour. 

 

Support for individuals 

§ All parties involved will consider the needs, views, feelings and wishes of the victim at every stage. We will 

ensure sympathetic and practical help, support and counselling is available to the victim both at the time of the 

incident and subsequently. 

§ A range of support can be obtained from the management team. 

§ All staff and volunteers have access to the phone number of the non-emergency police for the area. 

§ After the incident has been dealt with a risk assessment is done to identify preventative measures that can be 

put in place to minimise or prevent the incident occurring again. 
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