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If you wish you raise a concern we ask you to report it directly to us without delay following the stages below.  This enables us to investigate and resolve these matters with accuracy and as quickly as possible.   

We encourage an open and honest relationship with all of our parents and welcome feedback as we strongly believe that these are the key to supporting our continued development.  We are committed in providing high quality childcare and therefore encourage you to communicate with us if there are any areas you feel we can improve in.  We will always strive to achieve our best but without your feedback we will not know if it is best for you.   All compliments are used to encourage and give recognition to the staff team for their hard work and commitment to you and your children.

Stage 1
If a parent has a complaint you should first report it to a member of staff.  The complaint will be logged and then investigated by the Key Person. 

Stage 2
If you are unsatisfied with this outcome our Nursery Manager Sophie Blakemore will investigate your concern with immediate effect using CCTV footage if appropriate and staff witness statements.  A record of the findings will be collated and kept on file ready for our next Ofsted inspection and you will be contacted with the outcome within 10 working days.  You will be given accurate information and actions agreed when appropriate however we may not be able to share some details due to GDPR and confidentiality.  If we cannot resolve your complaint within that time frame you will be notified via letter and invited in to discuss your concern further with Jane Durand our Quality and assurance manager. 

Stage 3
If you are unsatisfied with the outcome you can request that the Managing Director/Nursery Owner further investigates your concern.  You will need to put your initial concern and the reason for being unsatisfied in writing addressed to Joanne Morgan.

Stage 4
Following stage 3, if you are still unsatisfied with the outcome, you can report your concern to OFSTED, in writing to: Applications, Regulatory and Contact (ARC) Team, Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD, by telephone on: 0300 123 1231 or alternatively by email: enquiries@ofsted.gov.uk

Please ensure that the correct channels are used in accordance with this policy.  We ask parents to refrain from using social media to discuss third hand information as this will often not be factual and put’s children and parents involved at risk.  
 
If inaccurate information is shared on facebook that we have evidence to prove that it is untrue legal action may be taken against the subscriber for bringing the business into disrepute.
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