WREN’S NURSERY Complaints Procedure
(Updated to reflect current legislation and statutory guidance)
1. Introduction
Wren’s Nursery is committed to providing high‑quality early years education and care. We aim to work in close partnership with parents and carers, and we welcome feedback, concerns and suggestions. Most issues can be resolved quickly through open communication, but where this is not possible, this procedure outlines how complaints will be managed.
2. Raising a Concern Informally
If a parent or carer has a concern about their child or about any aspect of the nursery, they should first speak with:
· Their child’s Key Worker, or
· The Nursery Manager
We encourage informal discussions at drop‑off and pick‑up times, or parents may request a private meeting in the nursery office.
If a parent/carer feels unable to raise the matter directly with staff, they may contact Ofsted.
Ofsted Contact:
Telephone: 0300 123 1231
Website: www.ofsted.gov.uk
3. Formal Complaints
If an issue cannot be resolved informally, a formal complaint should be submitted in writing to the Nursery Manager. All formal complaints will be recorded and handled in accordance with statutory requirements.
A written record will be kept of:
· The name of the person making the complaint
· The nature of the complaint
· The date and time it was received
· Actions taken in response
· The outcome of the investigation
· Any measures taken to improve practice
· Information provided to the complainant
A written response will be provided within 28 days.
4. Complaints Relating to an Individual Child
1. The Key Worker will meet with the parent/carer to discuss the concern.
2. If the issue is not resolved, it will be referred to the Nursery Manager, who will meet with all parties involved.
5. Complaints Relating to General or Policy Issues
1. Concerns should first be raised with the Key Worker.
2. The Key Worker will pass the matter to the Nursery Manager for consideration.
3. If unresolved, the complaint will proceed to the next stage.
6. Complaints Panel
If the complaint remains unresolved after the above steps, it will be referred to a Complaints Panel consisting of:
· A Director
· The Nursery Manager
· An independent early years professional (e.g., Early Years Adviser)
The complainant may submit additional written information and may be invited to address the panel. The panel may request written statements from other relevant individuals.
A written outcome will be provided within 28 days of the panel receiving the complaint.
7. External Mediation
If the complaint remains unresolved after the panel stage, either party may seek support from an independent mediator or professional body.
8. Ofsted Notification
Parents may contact Ofsted at any stage.
The nursery will notify Ofsted of any serious complaint or any matter that may affect the welfare of children, in line with statutory requirements.
If Ofsted becomes involved, the nursery will inform them of the outcome of the investigation.
9. Confidentiality and Record Keeping
· All complaints will be handled sensitively and confidentially.
· Complaint records will be kept securely and retained for three years.
· A summary of complaints (excluding personal details) will be made available to parents and Ofsted on request.
· All personal data will be processed in accordance with the Data Protection Act 2018 and UK GDPR.
10. Communication and Updates
Throughout the complaints process:
· All parties will be kept informed of progress
· Meetings will be arranged promptly where required
· Written outcomes will be provided within statutory timescales
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