DELL COTTAGE

DAY NURSERY

A place to play, learn, discover & grow

Complaints Procedure

We take all complaints extremely seriously at Dell Cottage Day Nursery. 
If a parent /carer has an issue either involving their child or the Dell Cottage Day Nursery as a whole, they should raise the issue with either their child's Key worker or the Manager straight away. 

If the parent/carer feels unable or unwilling to raise the matter in this way, they must contact Ofsted directly 
Ofsted’s powers are limited: They cannot resolve disputes between the parents and the provider. Ofsted’s role is to make sure that the childcare provider is following all registration requirements and  to take action if necessary. To complain about a childcare provider, contact Ofsted on;

 enquiries@ofsted.gov.uk or 0300 123 4666.

If a parents complains, Ofsted will review the information provided and decide what to do. Ofsted may carry out an immediate inspection, or ask the provider to take action or work with other agencies to look at any issues.

However, Ofsted will not contact you to let you know the outcome.

You can find out more about Ofsted powers in ‘Information for parents about Ofsted’s role in regulating childcare’.

Dell Cottage Day Nursery will ensure Ofsted are notified immediately of any significant events.  
Complaints procedure;

In the first instance every effort will be made to resolve any matters within the setting.
	A formal complaint should be received in writing. If the complaint relates to one or more of the Welfare Requirements, Dell Cottage will investigate the complaint, take any necessary action and the outcome of the findings will be presented to the parent within 28 days.




	Dell Cottage Day Nursery will make a written record of any complaint, any action taken and outcome and provide a summary on request to any parent and Ofsted. Records will be retained for 10 years from the date on which the record was made.

Complaints record will include:

· The welfare requirement which the complaint relates to

· The nature of the complaint

· How we dealt with the complaint

· Any action that was taken or we propose to take as a result of the findings

Whether the parent has been provided with an account of the findings, and any action taken, within 28 days of the date of which the complaint was made


Complaints procedure:
a.
A matter relating to an individual child should be discussed between the parent/carer and the Manager.

b.
Should the matter not be resolved, the issue will be brought to the attention of the Directors who will meet with all parties involved.

c. 
If the matter raised concerns a general or policy issue, again it should first be raised with the Manager, who will report it to the Directors for consideration.

d.    Should the matter remain unresolved following the above procedures it should be referred to a specially convened panel consisting of a Director, the Manager, and an independent expert (e.g. a representative of the Dorset Early Years and Childcare services if appropriate). The complaint should be submitted in writing to the panel and the person who has complained should be given the opportunity to address the panel with any additional information. The panel may also require others to submit written information for consideration.

At all points through these processes all parties involved will be kept informed of progress and the group will inform Ofsted of the outcome if they have been involved.

The above policy will be reviewed regularly and the procedure monitored and evaluated.
