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Policy Statement

Warwick Schools Day Nurseries Ltd t/a Kingsley Explorers ("the Nursery") is committed to
providing high-quality care, education and support for children and their families.

At Kingsley Explorers we recognise that parents and carers may occasionally have concerns or
complaints. We welcome feedback as an opportunity to improve our services and strengthen
relationships with families. At Kingsley Explorers we:

take concerns and complaints seriously;

investigate complaints fairly and objectively;

seek to resolve complaints promptly;

keep complainants informed throughout the process;
maintain confidentiality wherever appropriate;

use learning from complaints to improve practice.

No child will be disadvantaged because their parent or carer has raised a concern or complaint.

Scope

This policy applies to:

parents and carers of children attending the Nursery;

complaints relating to the requirements of the Early Years Foundation Stage (EYFS);

complaints concerning services provided by Warwick Schools Day Nurseries Ltd t/a Kinglsey
Explorers.

This policy does not replace procedures relating to:

safeguarding concerns;
allegations against staff;
whistleblowing concerns;
subject access requests;
data protection compilaints.

Where a complaint raises safeguarding concerns, the Nursery's Safeguarding Policy and
procedures will take precedence.

This procedure fulfils the complaints requirements of the Statutory Framework for the Early Years
Foundation Stage and applies to concerns regarding the Nursery's compliance with EYFS welfare
requirements and educational programmes.
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Principles

Accessible
Parents can raise concerns verbally or in writing and can request support in making a complaint
where necessary.

Timely

Complaints will be acknowledged and investigated within published timescales.

Fair

Complaints will be investigated impartially by an appropriate person who has not been directly
involved in the matter wherever possible.

Confidential

Information will be shared only with those who need it in order to investigate and resolve the
complaint or where there is a legal obligation to do so.

Responsive
The Nursery will seek to identify opportunities for continuous improvement arising from complaints.

Definition of a Complaint

A complaint is an expression of dissatisfaction about any aspect of the Nursery's provision,
facilities, services, management, care or educational provision relating to the provision of EYFS
where the complainant seeks explanation, action or resolution.

For the purposes of this policy, a parent includes:

a biological parent;

an adoptive parent;

a person with parental responsibility;
a person who has care of a child.

Stage 1 Informal Resolution

The Nursery encourages concerns to be raised informally at the earliest opportunity. In most cases
concerns can be resolved quickly through discussion with:

the child's Key Worker;

a Room Leader;

the Deputy Nursery Manager or Nursery Manager.

The Nursery will aim to resolve the matter as quickly as possible.

The member of staff receiving the complaint will maintain a written record of:

the concern raised;
discussions held;
actions taken;
outcome reached.

It is hoped that most complaints can be addressed satisfactorily at this stage, but if the matter
cannot be resolved informally, the parent may submit a formal complaint.
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Stage 2 Formal Complaints Procedure

Formal complaints should be made in writing to the Nursery Manager. The complaint should
include:

o the nature of the compilaint;

+ relevant dates and circumstances;

o supporting information;

« the outcome sought.
Acknowledgement

The Nursery will acknowledge receipt of the complaint in writing within two working days.

Investigation
The Nursery Manager, or another appropriately appointed investigator, will:

o meet with the complainant;
e review relevant records;
o interview relevant staff;
« establish the facts of the complaint.

Written records will be maintained throughout the investigation.

Outcome
The complainant will receive a written response as soon as possible, and within 28 days of receipt
of the complaint.

The response will include:

findings;

conclusions;

actions taken;

recommendations where applicable.

Stage 3 Complaints About the Nursery
Manager

Where the complainant remains dissatisfied with the Nursery Manager’s response, or the
complaint concerns the Nursery Manager, the complaint should be submitted directly to the
Directors of Warwick Schools Day Nurseries Ltd.

The Directors will:

o acknowledge receipt of the complaint within five working days;
« undertake an investigation or appoint an investigator;
o provide a written response within 28 days.

The Directors' decision represents the final internal stage of the Nursery's complaints process.
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Ofsted Contact Details

If a parent is concerned that EYFS requirements are not being met, they may contact Ofsted
directly at any stage.

Ofsted, Piccadilly Gate, Store Street, Manchester M1 2WD Telephone: 0300 123 1231
Website: contact.ofsted.gov.uk/contact-us

Ofsted Registration Number: 2916801

Accessibility and Support

The Nursery will make reasonable adjustments where required to support a complainant in
accessing the complaints process.

This may include:

¢ alternative formats;
¢ assistance with written submissions;
¢ additional communication support.

Record Keeping

The Nursery will maintain a written record of all formal complaints and significant informal
complaints. Records will include:

date received;

complainant details;

nature of complaint;

whether the complaint relates to EYFS requirements;
investigation undertaken;

outcome reached;

actions taken;

date closed.

Records will:

be retained securely;

¢ be treated confidentially;

¢ be available for inspection by Ofsted when requested;

¢ be retained for a minimum period of three years from the date of resolution.

Monitoring and Governance

The Directors of Warwick Schools Day Nurseries Ltd will receive an annual complaints report
summarising:

the number of complaints received,;
complaint themes and trends;
lessons learned;

improvements implemented.
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Outcomes from complaints investigations will be reviewed to identify any trends, training needs,
policy amendments or improvements to practice.
No personally identifiable information will be included within governance reports.

The number of formal complaints received during the preceding academic year will be made
available to parents on request.

Data Protection Complaints

Complaints relating specifically to the processing of personal data will be managed under the
Nursery's Data Protection Policy and associated procedures.

Individuals will be informed of their right to complain to the Information Commissioner's Office (ICO)
if dissatisfied with the Nursery's handling of personal data
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Contact Details
Kingsley Explorers Nursery

Beauchamps Avenue
Leamington Spa

Warwickshire
CV32 5RD

Telephone 01926 474320

Email: ke-nurserymanager@warwickschools.co.uk

Directors

Warwick Schools Day Nurseries Ltd
Warwick Independent Schools Foundation
Myton Road

Warwick

CV34 6PP

Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

Telephone: 0300 123 1231

Website: contact.ofsted.gov.uk/contact-us

Information Commissioner's Office
Wycliffe House

Water Lane

Wilmslow

Cheshire

SK9 5AF

Telephone: 0303 123 1113

Website: ico.org.uk
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