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Complaints Policy 
 

Aim of the Policy  
Peapod Pre-School works in partnership with our parents to provide the highest possible standards of 
childcare for each individual child that comes to our setting. We hope that our parents and visitors’ 
feel that they are welcomed into our setting, and that they feel comfortable enough to leave their 
children in our care. We readily accept suggestions from our parents and outside agencies to make 
improvements to the running of our Pre-School. We also accept that there may be occasion for 
people to raise concerns regarding our practice or the actions of an individual, and as such we must 
outline relevant procedures.  
This policy aims to highlight:  

• How an initial concern can be raised and dealt with.  
• The different stages of dealing with a so-called ‘formal’ complaint.  
• How to deal with allegations against a member of staff. 

 

Dealing with issues and concerns 
If a parent raises a concern with a member of staff, they should expect to be taken seriously. The 
staff member should listen to and reassure the parent that the matter will be dealt with accordingly. 
Dependent on the nature of the concern, we would expect the staff member to report to their 
supervisor, who may be able to help, or otherwise, they in turn would report to the manager/s. We 
would aim to work with the parent to resolve the situation to their satisfaction and would log the 
discussion and outcome on our Complaints Procedures Form. A copy of this is given to the parent, 
whilst we will keep a copy in our complaints folder, which is securely locked.  

Where parents/carers are not satisfied that their child is receiving the free entitlement in the correct 
way (as set out in our funding agreement and outlined in our Admissions Policy and in Early Education 
and Childcare Statutory guidance for local authorities), a complaint can be submitted directly to the 
managers at Peapod Pre-School. 

Formal Complaint Procedures 
If the parent is not satisfied with the outcome using the criteria outlined above, then Peapod Pre-
School will follow the ‘formal’ complaint procedures, which will use the following stages: 
 
Stage 1 
The manager/s will ask the parent/carer to put the complaint in writing to the Pre-School. The 
manager/s will discuss the complaint with the Chair of the Board of Directors and will aim to find a 
solution within one week. The Chair will acknowledge the parent’s/carer’s complaint in writing, 
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advising them that the matter is being investigated. The Chair will then advise the parent/carer of the 
progress of the investigation as soon as possible.  
 
Stage 2 
A mediator can be used to settle any unresolved issues. A time scale of up to a month is allowed, so 
that all parties can meet. A representative from the Pre-School Learning Alliance could be used, as 
Peapod Pre-School is a member:  
 
Pre-School Learning Alliance  
3 St Mary’s Road  
Norwich NR3 1QA 
Tel: 01603 767525 
  
When the mediator has concluded her/his investigations, a final meeting between the parent, 
managers and the Chair is held. The purpose of this meeting is to decide on the action to be taken to 
deal with the complaint. The mediator's advice is used to reach this conclusion. If all parties think it 
will help a decision to be reached, the mediator can be present. A record of this meeting, including 
the decision on the action to be taken, is made. Everyone present at the meeting signs the record and 
receives a copy of it. This signed record signifies that the procedure has concluded.  
 

The Role of OFSTED 
Parents may approach Ofsted directly at any stage of this complaints procedure. In addition, where 
there seems to be a possible breach of the setting's registration requirements, it is essential to 
involve Ofsted as the registering and inspection body with a duty to ensure the Welfare 
Requirements of the Early Years Foundation Stage are adhered to.  
 
If a child appears to be at risk, we follow the procedures of the Norfolk Safeguarding Children’s 
Board, (NSCB). 

Peapod will work with Ofsted or the NSCB to co-operate and will follow any advice given. If it is felt 
that an investigation is warranted, the setting will comply.  

Allegations or Complaints Against a Member of Staff 
This policy ensures that all parents know how to complain about the behaviour or actions of staff or 
volunteers within the setting, or anyone working on the premises occupied by the setting, which may 
include an allegation of abuse.  
Peapod Pre-School follows the guidance of the NSCB when responding to any complaint that a 
member of staff, volunteer or anyone working on the premises occupied by the setting, has abused a 
child: 

• The Pre-School responds to any disclosure by children or staff that abuse by a member of 
staff, volunteer or anyone working on the premises occupied by the setting, may have taken, 
or is taking place, by first recording the details of any such alleged incident.  

• Any such complaint is immediately referred to the LADO (Local Authority Designated Officer 
to investigate.  
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• Any such alleged incident will be reported to Ofsted, along with the measures taken. Peapod 
Pre-School is aware that it is an offence not to do this.  

• Peapod Pre-School will co-operate entirely with any investigation carried out by the NSCB in 
conjunction with the police.  

 

Useful Contacts 
Chair of the Board of Directors: Katie Moore email: katiemoore5@virginmedia.com  
OFSTED:  
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 
Tel: 0300 123 1231  
Web: www.ofsted.gov.uk  
Child Protection Leads: Jenn Coverdale, Mary Newman, Fran O'Neill, Sarah Riley 
CADS: (Children’s Advice and Duty Service): Professionals - 0344 800 8021; Public - 0344 800 8020 
LADO: (Local Authority Designated Officer): www.norfolklscb.org under “People working with children” 
then click on “How to make a referral.”  
NSCB: (Norfolk Safeguarding Children’s Board): www.norfolklscb.org   
 

Records  
A record of complaints against our Pre-School and/or the children and/or the adults working in our 
setting is kept, including the date, the circumstances of the complaint and how the complaint was 
managed. The outcome of all complaints is recorded in the Complaints File, which is available for 
parents and Ofsted inspectors on request.  
 

The Legal Framework 
The legislation and guidance this policy is based on: 

• The Public Interest Disclosure Act 1998 
 

Other Related Policies & Procedures 
• Safeguarding (including Child Protection) Policy 
• Whistle-Blowing Policy 
• Disciplinary & Grievance Policy 

Reviewed by Sarah Riley & Fran O’Neill, Managers & Katie Moore, Chair June 2020 

Next Review Date: June 2021 


