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Statement of intent 
 
We aim to bring all concerns about the running of our setting to a satisfactory conclusion for 
all of the parties involved. 
 
Our setting believes that children and parents are entitled to expect courtesy and prompt, 
careful attention to their needs and wishes. We welcome suggestions on how to improve our 
setting and will give prompt and serious attention to any concerns about the running of the 
setting. We anticipate that most concerns will be resolved quickly by an informal approach to 
the appropriate member of staff. If this does not achieve the desired result, we have a set of 
procedures for dealing with concerns. 
 
If parents/carers have a concern about what they have seen or heard in our setting, this should 
be raised with ourselves in the first instance. 
 
Early Education Funding entitlement issues 
Any issues about the way the funding entitlement is offered should be addressed to the Nursery 
Manager. If it isn’t resolved, the Local Authority will intervene where the complaint refers to 
Early Education and the funding entitlement is not compliant with legislation, other published 
statutory guidance and government advice. The Local Authority will not intervene where 
parents choose to purchase additional hours of provision or additional services providing this 
does not affect the parent’s ability to take up their child’s funded place. 
 
Where parents/carers are not satisfied that their child is receiving the Early Education funded 
entitlement in the correct way (as set out in this funding agreement and in Early Education 
and Childcare Statutory guidance for local authorities), a complaint can be submitted directly 
to the Nursery Manager. 
 
Methods 
To achieve this, we operate the following complaints procedure. All settings are required to 
keep a 'summary log' of all complaints that reach stage 3 or beyond. This is to be made 
available to parents/carers, the Local Authority as well as to Ofsted inspectors.  
 
Stage 1 
Initially, any parent/carer who has a concern about an aspect of the setting's provision should 
share his/her worries and anxieties with their child’s Key Person. 
Most issues should be resolved amicably and informally at this stage. 
 
Stage 2 
If there is not a satisfactory outcome, or if the problem recurs, the parent/carer should talk to 
the Nursery Manager about their concern.  Hopefully, this should resolve any issues. 
 
Stage 3 
If there is still a concern, the parent/carer should put their concerns or complaint in writing to 
the Nursery Manager. The setting stores written complaints in the Nursery Complaints file.  
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When the investigation into the complaint is completed, the Nursery Manager meets with the 
parent to discuss the outcome. The Nursery Manager should meet with the parent/carer within 
a week of the complaint being put into writing. Hopefully, this should resolve any issues. 
 
Stage 4 
If at the meeting, the parent/carer and setting cannot reach an agreement, an external 
mediator is invited to help to settle the complaint. This person should be acceptable to both 
parties, listen to both sides and offer advice. A mediator does not have legal powers but can 
help to define the problem, review the action so far and suggest further ways in which it might 
be resolved. 
The mediator keeps all discussion confidential. S/he can hold separate meetings with the 
Nursery Manager and the parent, if this is decided to be helpful. The mediator keeps a written 
record of any meetings that are held and of any advice s/he gives. Hopefully, the matter will 
be finally resolved. A written response to the parent would be given within 28 days. 
 
Stage 5 
 
If the  matter is related to Early Education funding entitlement, the parent/carer may choose 
to contact the Local Authority. 
 
If the matter cannot be resolved after following this process, then the parent/carer may choose 
to contact Ofsted. The telephone number to tell Ofsted about your child’s care: 0300 123 
4666. 
 
 
This policy was discussed and agreed in July 2025.  It will be reviewed on an annual basis.  
The next review will be no later than July 2026. 

 
 
 
 
 
 
  
 
 


