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Complaints Procedure 
 

Statement of intent 
 
Our pre-school believes that children and parents are entitled to expect courtesy and prompt, careful 
attention to their needs and wishes.  We welcome suggestions on how to improve our pre-school and 
will give prompt and serious attention to any concerns about the running of the pre-school.   
 
We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate 
member of staff.  If this does not achieve the desired result, we have a set of procedures for dealing 
with concerns.  In all cases the complaint will be logged and an account of the findings of our 
investigation will be shared with the parents at the setting within 28 days of the date that the complaint 
was made.  
 

Aim 
 
We aim to bring all concerns about the running of our pre-school to a satisfactory conclusion for all of 
the parties involved.   

 
Methods 
 
We operate the following complaints procedure. 
 
How to complain 
 
1st Point of Contact  
Any parent who is uneasy about an aspect of the pre-school’s provision talks it over, first of all with the 
child’s Key Person (see the parent board for details of who this member of staff is.) 
Your complaint will be recorded on the complaints log.  
If your complaint relates to the National Standards you should speak with the Play-leader.  
 
2nd Point of Contact 
If a satisfactory conclusion has not been reached to the complaint should be put in writing, the Play-
leader will record the complaint on a complaints record log.  This record asks for the source of the 
complaint and the nature of the complaint, it does not and will not contain the name of the parent 
making the complaint or any persons (adult or children) that relate to the complaint. 
 
Most complaints should be able to be resolved at either the first or second point of contact. 
 
3rd Point of Contact  
If the matter cannot be resolved, the problem reoccurs or concerns the pre-school staff, you should 
make an appointment to discuss your complaint with the Chairperson of the Committee. (see Parent 
Notice Board for his/her details). 
 
Both the parent and the Chairperson can have a representative present at this meeting, if required.  An 
agreed written record of the discussion is made and all parties present at the meeting sign the record 
and receive a copy of it. 
 
If necessary, an external mediator may be invited in to help settle the complaint.  This person should be 
acceptable to both parties, listen to both sides and offer advice.  A mediator has no legal powers, but 
can help to define the problem, review the action so far and suggest further ways in which it might be 
resolved. 
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The mediator keeps all discussions confidential and keeps an agreed written record of any meetings 
that are held with the parties and of any advice given. 
 
When the mediator has concluded their investigation, a final meeting between the parent, the pre-
school leader and the Chair of the Management Committee is held and the action to be taken will be 
agreed.  
 
4th Point of Contact  
If the matter remains unresolved, you may contact OFSTED, the regulatory body for all pre-schools at: 
 
OFSTED Complaints 
Royal Exchange Building 
St. Annes Square 
MANCHESTER 
M2 7LA 
 
Tel: 08456 40 40 40  
 
For all written complaints a formal log will be made of the complaint at each point of contact.  Within 28 
days of the complaint we will share an account of the findings of the investigation and any action taken 
as a result of the complaint.  
 
How the complaint was dealt with and the actions and outcomes will be recorded on the complaints 
record log and retained.  This log will be shared with anyone who wishes to see it.  Any written material 
relating to the complaint will be retained but will remain confidential.  
 
The form used is that prescribed by OFSTED and is a mandatory requirement.  We will record the 
source of the complaint, the nature of the complaint, how it was dealt with and the actions and 
outcomes.  This form will be shared with the parents of children in the setting and with those parties 
requesting information on complaints. 
 
OFSTED can be contacted at any point during the complaints procedure, however, complaints will 
normally refer them to the setting in the first instance. 
 
This policy was adopted at a meeting of the Tisbury Pre-school Committee 
 
 
Signed…………………………………………………… Position ……………………………………. 
 
Date……………………………………………………………….. 
 


