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Little Star Nursery
Complaints Policy
Reviewed and reissued: 2026  |  Next review due: 2027
Little Star Nursery aims to provide a stimulating, safe environment for all children. We aim to deliver the highest standard of care and to develop good relationships with parents and carers, whose views and concerns are respected and listened to. We recognise that there may be occasions when a complaint arises, at which point we will deal with the matter promptly, fairly and professionally, regardless of who raises it.
Legal and Statutory Framework
This policy has been written with regard to:
1. Statutory Framework for the Early Years Foundation Stage (2026 edition, effective 1 September 2026), which requires providers to have a written procedure for dealing with concerns and complaints, to investigate any written complaint relating to their fulfilment of the EYFS requirements, and to notify the complainant of the outcome within 28 days of receipt;
1. Ofsted's requirements for registered early years providers, including the duty to keep a written record of complaints and their outcome, and to make this available to Ofsted on request;
1. our Safeguarding and Child Protection Policy and Whistleblowing Policy, which apply where a concern raises a safeguarding matter or relates to the conduct of a colleague; and
1. our Confidentiality and Data Protection Policy, which governs how complaint records are stored and for how long.
Informal Resolution
As there is regular exchange between parents/carers and staff, we hope that most minor concerns can be resolved informally through this everyday communication, and we always welcome comment and dialogue.
1. Your child's key person, or another member of staff within your child's key group, is available to talk to any parent or carer, either during nursery opening hours or, if more appropriate, outside of these times.
1. A senior member of staff must always be informed of a concern by the relevant member of staff, so that it can be tracked and, if needed, escalated. At Farrington this is Dani Marchment (Deputy Manager) or Kate Rule (Manager); at Paulton this is Anne-Marie Wilson (Deputy Manager) or Lydia Maggs (Manager).
1. If the matter cannot be resolved informally, it is referred to the setting Manager, who will address the concern directly and, where necessary, involve the owners in overseeing the formal complaints procedure below.
Formal Complaints Procedure
Stage 1 — Raising a Formal Complaint
1. Where a concern cannot be resolved informally, we ask that it is put in writing (for example by letter, email, or completing our complaints form), so that we can investigate it thoroughly and keep an accurate record.
1. We will acknowledge receipt of a written complaint within 1 working day.
1. All official complaints are logged on our complaints form, which records: the name of the person making the complaint; the date and time of the complaint; the EYFS requirement(s) or aspect of our provision the complaint relates to; the nature of the complaint; the desired outcome; and any action taken in response.
Stage 2 — Investigation and Meeting
1. The details of the complaint, including the desired outcome and a proposed time frame for resolution, will be shared with the person making the complaint, wherever possible in person through a planned, private meeting.
1. The complaint will be investigated thoroughly and followed through until an outcome is reached, and, in any event, the complainant will be notified of the outcome in writing within 28 days of us receiving the complaint, in line with the EYFS statutory framework.
1. As part of the investigation, the Manager will assess whether any other policy or aspect of the running of the nursery needs to be reviewed or amended as a result, for example a risk assessment or the Behaviour Policy.
1. The written outcome will detail any changes in practice that have been, or will be, implemented as a result of the complaint.
Stage 3 — Escalation
1. If the complaint concerns the setting Manager of either setting directly, it should be referred to the alternative joint owner, who will oversee the investigation independently of the Manager concerned.
1. For complaints that raise a safeguarding issue, please also refer to our Safeguarding and Child Protection Policy and, where the complaint concerns a member of staff's conduct, our Whistleblowing Policy.
1. For complaints within the staff team about another member of staff, please refer to the allegations-against-staff procedure in our Safeguarding and Child Protection Policy and staffing policies.
Referring a Complaint to Ofsted
If, having followed this procedure, a parent or carer remains dissatisfied, or believes we are not meeting the EYFS requirements, they can contact Ofsted directly at any stage; they do not have to wait for our internal process to conclude:
	Ofsted
	Piccadilly Gate, Store Street, Manchester M1 2WD

	Telephone
	0300 123 1231

	Website
	www.gov.uk/government/organisations/ofsted — complaints about a childcare provider can be made online or by phone, and can be made anonymously


 
We make details of how to contact Ofsted available to all parents/carers, in line with the EYFS statutory framework. Details of any complaints referred to Ofsted about our provision may be recorded by Ofsted and referenced on their website against our registration.
Record Keeping and Confidentiality
1. We keep a written record of all complaints, whether resolved informally or formally, and their outcome, for a minimum of 3 years, in line with our Confidentiality and Data Protection Policy.
1. This record is made available to Ofsted on request.
1. A summary log of complaints, without any names or identifying details, is available to parents/carers and prospective parents/carers on request, so that patterns can be seen while individual confidentiality is maintained.
1. All complaint records are stored securely and handled in accordance with our Confidentiality and Data Protection Policy.
Our Commitment
We treat every complaint seriously, fairly and without discrimination, regardless of who raises it or any protected characteristic under the Equality Act 2010. We will never treat a child or family less favourably because a complaint has been made, and we aim to use complaints constructively to improve our practice.
Review
This policy is reviewed at least annually, and sooner where there is a change in the EYFS statutory framework or Ofsted requirements, or following any significant complaint. It should be read alongside our Safeguarding and Child Protection Policy, Whistleblowing Policy, Behaviour Policy, and Confidentiality and Data Protection Policy.
Policy reviewed and reissued: 2026. Next scheduled review: 2027, or sooner if statutory guidance changes.


Appendix A — Setting Contacts
	Setting
	Manager
	Deputy Manager

	Farrington
	Kate Rule
	Dani Marchment

	Paulton
	Lydia Maggs
	Anne-Marie Wilson


 
Joint owner (for complaints concerning a setting Manager): Lydia Cockle, Paulton setting, 01761 404227.
Appendix B — Ofsted Contact Details
1. Address: Piccadilly Gate, Store Street, Manchester M1 2WD
1. Telephone: 0300 123 1231
1. Website: www.gov.uk/government/organisations/ofsted
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