Complaint flow chart

Follow the procedures below in line with Norfolk House Nursery Complaints and Compliments Policy 


the visit report will
Concern is received in writing, (incl. e-mail), in person, staff member, telephone, Ofsted, anonymous and other





If parent writes or speaks to Nursery Manager (or if Key Person or Base Room Leader is unable to resolve)





If the concern comes via Ofsted





Manager to inform Director





Manager will then carry out an investigation. 





Unannounced visit by Ofsted





A copy of the report will remain at nursery, with any actions, recommendations and no further action stated





Forms 1 & 2 must be completed





Ofsted request internal investigation





Report sent to nursery.  





Any actions and recommendations must be carried out and forms 1 & 2 to must be updated. 





Inform parent and Director of outcome and action within the 28 days from receipt of concern





ALL OFSTED DOCUMENTS TO BE STORED IN THE NURSERY COMPLAINTS FILE





Internal investigation using forms 1 & 2





Key Person or Base Room Leader to attempt to resolve





If parent raises concern to Key Person or Base Room Leader via any of the above





Inform Ofsted and  Director of outcome





Inform parent and Nursery Manager outcome and action within the 28 days from receipt of concern








Carries out an investigation using forms 1 & 2 








