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 Complaints and Compliments Policy and Procedures

 At Norfolk House Nursery we are committed to providing a safe, stimulating and relaxed environment in which all children and parents/carers are comfortable and happy.  We aim to offer a high quality service for everyone, however, we accept that things may not always go to plan and that concerns may arise. It is our aim to ensure that concerns are dealt with in a professional and courteous way and welcome suggestions on how to improve our setting.

 Our intention is to work in partnership with parents/carers, staff, outside agencies and the community in general as we strongly believe that good partnerships can resolve concerns promptly before issues may arise. These partnerships encourage anyone to express concerns with the nursery and be able to approach members of the team with ease and confidence. If however in the unlikely event that anyone feels that they cannot express their concerns, Norfolk House Nursery will enable them to express their concerns via a questionnaire that is sent out twice a year, this can be completed and returned confidentially. This questionnaire also enables parents to compliment the setting and the team, which is also welcomed.

Complaints procedure:
Stage One

· Anyone who wishes to share a concern in the first instance is encouraged to discuss their concern verbally with their child's Key Person or the Base Room Manager in the hope that it can be resolved quickly. 

· All concerns must be reported to the Nursery Manager who may become involved at this stage. 

· As a matter of good practice all concerns and complaints will be recorded in order for the setting to address and monitor concerns and complaints.

Stage Two 

·  Anyone who has raised a concern and feels that the concern has not been dealt with appropriately should put their complaint into writing to the Nursery Manager or the Nursery Director-depending on whether the Nursery Manager was involved at stage one.

· Once a complaint has been received, the Nursery Manager or Director will contact the person to confirm the complaint has been received and may request a meeting with the complainant. At this point the length of time required to investigate and respond to the complaint will be outlined.

· All written complaints will be investigated and dealt with within 28 days. The response will be fed back to the parent verbally by telephone (at an appropriate time for the complainant) or in person. The complainant will also be informed of the response in writing.
· The complaint will be investigated by the Nursery Manger and/or the Nursery Director. The Deputy Manager may also be involved at this point.

· All complaints will be logged using complaint forms one and two and retained in the complaints log which is held at nursery and kept for at least three years.

Stage Three

· If the complainant is still dissatisfied with the outcome they can contact Ofsted on 08456 404045 or 08456 014772. 

For guidance on concerns and complaints please speak to the Nursery Manager or visit www.ofsted.gov.uk
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