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Complaints Procedure Policy
🧾 Policy Statement
At Holy Angels Pre-school, we are committed to providing a high-quality, inclusive, and responsive service. We recognise that from time to time, parents, carers, or service users may wish to raise concerns or complaints. We welcome feedback as an opportunity to reflect, improve, and strengthen our practice. This policy outlines our fair, transparent, and timely approach to managing complaints, ensuring that all voices are heard and respected.
👨‍👩‍👧 Complaints from Parents and Carers
· Concerns should first be raised with the child’s key person, who will listen, acknowledge the issue, and offer an explanation or apology if appropriate.
· The concern and resolution are recorded in the child’s file and on a Complaint Investigation Record.
· If the parent is dissatisfied or the concern involves the key person, they may speak directly with the setting manager.
· Complaints may be made verbally or in writing. Verbal complaints are documented by the manager.
· The manager investigates and responds within 28 days. A confidential written report is kept in the child’s file if relevant.
· If unresolved, the complaint may be escalated to the trustee chairperson.
· Appeals may be made verbally or in writing to the trustee chair, who will respond within 14 days.
· If the complaint relates to a breach of EYFS requirements, parents may contact Ofsted directly.
📞 Ofsted Contact:
Applications, Regulatory and Contact (ARC) Team
Piccadilly Gate, Store Street, Manchester M1 2WD
Tel: 0300 123 1231
🏢 Complaints from External Agencies
· Formal complaints from agencies must be submitted in writing to the setting manager.
· Acknowledgement is sent within 10 days.
· The manager investigates and meets with the complainant within 28 days.
· If unresolved, the complaint may be escalated to the trustee chair, who responds within 14 days.
· 
📚 Ofsted Complaints Record
· A summative record of complaints is maintained for at least 3 years.
· Records are available to Ofsted during inspections or upon request.
· If a complaint is upheld, trustees review the matter to identify improvements.
· This procedure is displayed on the Parent Notice Board.
🧑‍🏫 Staff Implementation Guidance
· Listen actively and respectfully to concerns raised.
· Record all complaints clearly and factually.
· Maintain confidentiality and professionalism throughout.
· Follow escalation procedures promptly.
· Support families with empathy and transparency.
· Attend regular training on complaint handling and safeguarding.
👨‍👩‍👧 Parent-Friendly Summary
How We Handle Complaints at Holy Angels Pre-school
📣 You can speak to your child’s key person if you have a concern
🧑‍🏫 If needed, you can talk to the manager or write a formal complaint
🕒 We respond within 28 days and keep records confidential
📞 You can contact Ofsted if you feel your concern hasn’t been resolved
📋 We use complaints to improve our service and keep children safe
We’re here to listen and work with you. Please don’t hesitate to speak to us.
📚 Legal Requirements & Guidance
This policy is informed by:
· Statutory Framework for the Early Years Foundation Stage (EYFS)
· Keeping Children Safe in Education (2025)
· Working Together to Safeguard Children (2023)
· Ofsted Complaints and Notifications Guidance (2025)
· Data Protection Act 2018 & UK GDPR
· Early Years Complaints Policy Guidance
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