PARENT COMPLAINTS POLICY

POLICY STATEMENT:
‘Happy Dayz Nursery’ fosters positive relations between all parents and staff. Every parent has the right to a positive and sympathetic response to their concerns. Solutions are sought to resolve all disputes, issues or concerns that impact or affect the day-to-day well-being of the Nursery in a fair, prompt and positive manner.

HOW POLICY WILL BE IMPLEMENTED (Specific Policies & Procedures):
· Every parent is provided with clear written guidelines detailing grievance procedures, included in the Parent Handbook.
· All confidential conversations/discussions with parents will take place in a quiet area away from children, other parents and staff who are not involved.

· It is hoped that in the first instance the key matters will be resolved within the nursery setting. If a parent/carer feels unable or unwilling to raise any issue involving the nursery with the nursery staff then he/she should arrange to see the nursery Manager. The nursery manager will listen to the concerns /complaint and make the appropriate investigations. The manager is there to assist any parent/carer in anyway that she can, so do not hesitate to discuss any issues/queries you may have by raising it in the first instance with a member of staff or the nursery manager.
· A written record will be kept of all concerns/complaints that have been resolved within the Nursery. 
· Parents are reminded that staff have a life away from nursery and any matter arising should be dealt with during working hours only. Complaints relating to the conduct of members of staff should be given in writing before any further action is taken. 
· Any complaint made under the complaint’s procedure will be fully investigated by the nursery manager.
· Confirmation of receipt of complaint will be sent to the complainant within 3 working days.
· The nursery manager will ensure that within 14 days after the date on which the complaint is made, or such shorter period as may be reasonable in the circumstances, inform the person who made the complaint of the action (if any) that is to be taken.
· The Registered Person will keep an accurate and detailed record of all complaints, which will include the following information:
· name of compliant

· nature of complaint

· date and time of complaint

· action taken in response to complaint.
· result of complaint investigation

· information given to complaint.
· If you have a complaint speak to the manager or a member of staff.
Should you have any concerns about our conduct or practise with regards to safeguarding and safety of children or quality of care you can contact CIW to raise a concern. However, CIW is not a complaints agency and does not investigate individual complaints on your behalf. They do not resolve disagreements between people and their service providers.
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