Cheeky Monkeys Nursery
Complaints and Compliments Policy
Opening Statement
Cheeky Monkeys Nursery is committed to providing high-quality care and education for all children. We value our partnership with parents and carers and welcome feedback, comments, and concerns. This policy outlines the procedure for raising and resolving complaints, ensuring that concerns are addressed promptly, fairly, and transparently in accordance with the Early Years Foundation Stage (EYFS) requirements. All complaints will be taken seriously and handled in a way that supports positive outcomes for children and families.

Stage 1 – Informal Resolution
If a parent or carer has a concern or query regarding the care or early learning provided, they should, in the first instance, raise it with:
· The child’s key person, or
· A senior member of staff / room leader
Many concerns can be resolved quickly and informally at this stage.

Stage 2 – Formal Complaint
If the concern remains unresolved, or the parent feels the response is unsatisfactory, they may submit a formal complaint in writing to the Nursery Manager.
· The Manager will acknowledge receipt of the complaint.
· The complaint will be fully investigated.
· A written response will be provided within 28 working days.
· Details of the complaint and actions taken will be recorded in the complaints log.
Most complaints are resolved at Stage 1 or Stage 2.

Stage 3 – Formal Meeting
If the matter is still unresolved, a formal meeting will be arranged involving:
· The Nursery Manager
· The parent/carer
· A senior staff member (where appropriate)
The purpose of the meeting is to ensure the complaint is considered thoroughly and fairly.
· A written record of the meeting and agreed actions will be made.
· All parties will review the record for accuracy.
· Copies will be signed and shared.
This stage marks the conclusion of the nursery’s internal complaints procedure.

Stage 4 – Ofsted
If the complaint cannot be resolved to the parent’s satisfaction, parents have the right to contact Ofsted at any stage of the complaints process.
Ofsted is the registering and regulatory authority for early years providers in England. It investigates complaints where there is concern that a provider may not be meeting EYFS requirements.
Ofsted will:
· Risk assess all complaints received
· Decide whether further action is required
· Carry out an inspection if necessary
Parents may also contact Ofsted directly if they believe the nursery is not meeting the requirements of the EYFS.

Record Keeping
In line with EYFS requirements, the nursery maintains a written record of all complaints.
The record includes:
· Name of the complainant
· Nature of the complaint
· Date and time the complaint was received
· Actions taken
· Outcome of any investigation
· Date and details of the written response provided
Records are:
· Stored confidentially
· Accessible to the complainant on request
· Available to Ofsted inspectors at any time
· Retained for a minimum of three years
Personal data is handled in accordance with data protection requirements.

Ofsted Contact Details
Parents and carers may contact Ofsted at any time:
· Email: enquiries@ofsted.gov.uk
· Telephone: 0300 123 1231
· By post:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

Ofsted Inspections
Parents will be informed when the nursery is notified of an Ofsted inspection. Following inspection, the nursery will make the inspection report available to parents and carers of children attending the setting.

Monitoring and Review
This policy is reviewed:
· Annually
· Following changes to EYFS or Ofsted guidance
· After any significant complaint
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