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Policy 2 – Complaints
This document has been written and devised by the Nursery Team in accordance with the Health and Social Care Standards – 4: “I have confidence in the organisation providing my care and support”.

Our policies support all of our service users and within them we will adhere to the five principles stated within the standards:

· Dignity and respect

· Compassion

· Be included

· Responsive care and support

· Wellbeing 

This policy has been devised in order to ensure all that use the nursery have clear and concise information with regards to our complaints procedures.

“I know how, and can be helped, to make a complaint or raise a concern about my care and support.” 

(Responsive care and support 4.20)
Here at Wizkidz we believe that children and parents are entitled to expect courtesy and prompt, careful attention to their needs and reasonable requests. We welcome suggestions on how to improve our nursery and will give prompt and serious attention to any concerns about the running of the Nursery.

The management and staff of Wizkidz Nursery will always endeavour to work in partnership with parents to meet the needs of all the children in our care. However, if parents and carers who become concerned about any aspect of their child's care should in the first instances discuss this with their child's key worker. If this, however proves unsatisfactory they should approach the Nursery Manger/ Owner. It may prove useful to set up a meeting with key workers and parents. This document describes the process and procedure for dealing with complaints raised by parents or carers. This document is made available to all parents within our policy folder at the main entrance and within each of our playrooms. Parents are welcome to discuss any concerns or issues with the management at any time and we encourage input on any aspect of the nursery.

The welfare of the children is very important to us. Any concerns within the setting which are filed as a compliant will be recorded and held in the complaints books. Staff/management is available to discuss any concerns at any time.
“I am actively encouraged to be involved in improving in the service I use, in a spirt of genuine partnership.” 

(Be included 4.7)
Where issues cannot be resolved in this way, the following procedure will be put into practice we will:
· Act promptly and efficiently in respect of any complaints.

· Treat every complaint with the strictest of confidence.
· Respond to any complaints reporting this to the manager.

· The manager will investigate the complaint
· Arrange a meeting if necessary to discuss concerns.

· Attend planned meetings to support staff and parents.

· Inform regulatory body if necessary.

· Ensure parents can access all policies and are aware of our complaints and confidentiality policies.

· If the complaint is against the manager, then the director should be informed. 

· All records will be kept on file for three years.

“If I have a concern or complaint, this will be discussed with me and acted on without negative consequences for me”

(Responsive care and support 4.21)

If parents, feel matters are still unresolved complaints should be taken further to the:

The Care Inspectorate

Stuart House 

Eskmills

Musselburgh
EH21 7P
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