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                      Complaints Policy.

As a registered childminder I aim to work in close partnership with all parents to meet the needs of their children.
If there is an aspect of my service you are not happy with please bring it to my attention.
I would prefer to deal with complaints informally wherever possible and would hope to be able to resolve any issues through open discussion, however, if you prefer, you can put the complaint in writing in which case I will conduct a more formal investigation.
If a parent felt unable to discuss an area of concern directly with me, or if they have previously discussed their concerns with me but remain unhappy, they should contact Ofsted.
I have a mandatory duty to investigate all formal complaints, including those that come to me from Ofsted.  
Depending on the nature of the complaint, I will investigate it myself or it will be passed on to Ofsted.
I shall seek advice from Ofsted to determine whether complaints made against me, and any resultant investigation, should be notified to other parents.
I shall undertake investigations into formal complaints by:
· Requesting that the complainant clarifies any aspect of the complaint that I feel requires further information or explanation

· Where appropriate, I will conduct interviews with anyone relevant to the complaint

· Any adult asked to be interviewed will be advised that I am happy for them to be accompanied by another adult at that interview

· Where the complaint involves another child in my care, I would only interview that child with one of their parents present

· If necessary, I would conduct more than one interview with an individual

· Once I have collected any relevant information regarding the complaint I will consider the facts before me and will reach a conclusion regarding the circumstances of the complaint based on the balance of probability.

· I will make a decision on what further action is required, if any, based on my conclusion and will then act in accordance with any other relevant policy I have.

· I will notify the complainant of the outcome of my investigation and will provide them with a copy of any written records regarding the complaint within 28 days of receipt.

I will keep a written record of all complaints, including verbal complaints, and any subsequent investigation, recording the following:
1. Name of person making the complaint

1. The nature of the complaint

1. Date and time of complaint

1. The outcome of the complaint investigation ( for example, ways the service has improved)

1. Details of the information and findings that were given to the person making the complaint, and any action taken

1. A summary of the complaint to provide on request to any parent of a child for whom I act as a childminder or to Ofsted

All records relating to complaints will be kept for a period of 3 years.
I shall be required to make available to Ofsted on request all complaints made in relation to the Childcare Register requirement during the past three years and the action taken.
Contacting Ofsted
Telephone:			0300 123 1231
E-mail:				enquiries@ofsted.gov.uk
Address:			The National Business Unit
Piccadilly Gate
Store Street
Manchester
M1 2WD					 																						
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