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                 Fernbank Nursery Ltd

Complaints Procedure

Statement of intent

It is clearly of paramount importance that the setting runs smoothly and that parents and staff together in a spirit of cooperation in the child’s best interests. In the event of complaints from either staff or parents every effort will be made to quickly and appropriately and the following procedure will be followed.
Aim

We aim to bring all concerns about the running of our setting to a satisfactory conclusion for all of the parties involved.

Method of Action
· If a parent feels that he/she has cause for complaint they should first speak to the manager. For school please speak to a senior member of the setting. 

· The setting will respond to any complaint as quickly as possible they will talk with staff and parents to over come the problem.

· Complaints will be recorded and dated in a Complaints Book as required.

· After a complaint has been resolved the final outcome will be written in the complaints book.

· If a complaint is put in writing the nursery will notify the complainant of the outcomes of the investigations within 28 days. 
· If a complaint is put in writing in the Reception the letter will be forwarded to the Governors and dealt with promptly.

· Complaints by a member of staff will be dealt with by the senior management team.

The role of the Office for Standards in Education, Early Years Directorate (Ofsted) and the Area Child Protection Committee.

Parents may approach Ofsted directly at any stage of this complaints procedure. In addition, where there seems to be a possible breach of our registration requirements, it is essential to involve Ofsted as the registering and inspection body with a duty to ensure the Welfare Requirements are adhered to. 

The address and telephone number of our Ofsted regional centre are: 

Ofsted
Piccadilly Gate
Stores Street

Manchester

M1  2WD

Tel 0300 123 1231
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