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Red Robins Nannery
Complaints Policy
Policy owner: Red Robins Nannery
Applies to: All Red Robins Nannery settings, employees, agency staff, volunteers, students, apprentices and relevant contractors
Children's age range: 2 years and over
Effective from: 1 September 2026
Review: Annually, or sooner if legislation, statutory guidance or circumstances change
Approved by: Corinna Evans 
Policy lead: Lucinda Price 

1. Purpose
Red Robins Nannery is committed to providing high-quality care and education and to working positively with children, parents and carers.
We recognise that parents and carers may occasionally have concerns or complaints about our service.
We welcome complaints because they give us an opportunity to:
· listen;
· put things right;
· learn from concerns;
· improve our practice;
· maintain good relationships with families.
All complaints will be treated seriously, fairly and respectfully.

2. Legal and statutory framework
Red Robins Nannery will comply with requirements applicable to our provision, including the:
· Early Years Foundation Stage (EYFS) statutory framework, effective from 1 September 2026;
· relevant Ofsted requirements;
· relevant safeguarding legislation and statutory guidance;
· Equality Act 2010;
· data protection legislation;
· other applicable legal and regulatory requirements.
Red Robins Nannery will maintain a written complaints procedure and make it available to parents and carers.

3. Who can make a complaint?
A complaint may be made by:
· a parent;
· a carer;
· a child's legal representative;
· another person acting appropriately on behalf of a child.
Where someone is making a complaint on behalf of another person, Red Robins Nannery may need to confirm that they are authorised to do so.

4. What can a complaint be about?
A complaint may concern any aspect of the service, including:
· care and education;
· staff conduct;
· communication;
· food and nutrition;
· health and medication;
· behaviour management;
· safeguarding;
· SEND and inclusion;
· collection arrangements;
· fees or contractual matters;
· the environment;
· activities;
· policies or procedures.
Complaints relating to possible abuse or harm to a child will be treated as safeguarding concerns and dealt with under the Safeguarding & Child Protection Policy as well as this procedure where appropriate.

5. Our approach
Red Robins Nannery will:
· listen carefully;
· remain professional;
· avoid becoming defensive;
· investigate fairly;
· maintain confidentiality;
· keep appropriate records;
· respond within reasonable timescales;
· take appropriate action;
· learn from complaints.
No child or family will be treated unfairly because they have raised a genuine concern.

6. Stage 1 – Informal resolution
Where possible, parents/carers are encouraged to raise concerns initially with:
· the child's key person;
· the room leader;
· the manager.
Many concerns can be resolved quickly through discussion.
Staff should:
1. Listen to the concern.
2. Clarify what has happened.
3. Explain what can be done.
4. Take appropriate action.
5. Inform the manager where necessary.
Parents/carers do not have to use the informal stage if they would prefer to make a formal complaint.

7. Stage 2 – Formal complaint
If a concern cannot be resolved informally, or the parent/carer wishes to make a formal complaint, it should be submitted to the manager/company.
A formal complaint should ideally be made in writing and include:
· the name of the person making the complaint;
· contact details;
· details of the concern;
· relevant dates;
· names of staff involved, if known;
· what the complainant believes should happen;
· any relevant supporting information.
Complaints can be submitted by email, letter or another accessible method agreed with the family.

8. Acknowledging a complaint
Red Robins Nannery will acknowledge a formal complaint as soon as reasonably practicable.
The acknowledgement will normally confirm:
· that the complaint has been received;
· who will investigate it;
· whether further information is required;
· the expected timescale for a response.

9. Investigation
The person investigating the complaint will be as impartial as possible.
The investigation may include:
· speaking with the complainant;
· speaking with relevant staff;
· reviewing records;
· reviewing policies;
· checking attendance records;
· reviewing incident reports;
· considering CCTV where lawfully available and appropriate;
· obtaining relevant information from other professionals where appropriate.
The investigation will be proportionate to the seriousness of the complaint.

10. Timescales
Red Robins Nannery aims to investigate and respond to formal complaints within 28 days of receiving the complaint.
Where this is not possible because the matter is complex or requires further investigation, the complainant will be informed of:
· the reason for the delay;
· what action is being taken;
· when a response is expected.
We will make every reasonable effort to resolve complaints promptly.

11. Written response
The formal response will normally explain:
· what was investigated;
· the relevant information considered;
· the outcome;
· any action taken;
· any improvements identified;
· any further steps available to the complainant.
The response will not disclose confidential information about other children or staff.

12. Stage 3 – Review/appeal
If the complainant is dissatisfied with the response, they may request a review.
The request should explain:
· why they remain dissatisfied;
· which aspects of the response they believe require further consideration;
· any additional information they believe should be considered.
Where practicable, the review will be undertaken by someone who was not directly responsible for the original investigation.

13. Complaints about the manager
If the complaint concerns the setting manager, the complaint should be made directly to:
Red Robins Nannery Company Director/Owner
Name: Corinna Evans ______________________________
Email:redrobinsnannery@gmail.com______________________
Telephone: 07790363277___________________
The Director/Owner will determine the appropriate person to investigate the complaint.

14. Complaints about the company owner/director
Where a complaint concerns the Company Director/Owner, Red Robins Nannery will arrange for an appropriate independent person to review the matter where reasonably practicable.
Where necessary, external advice will be sought.

15. Safeguarding complaints
If a complaint alleges that a child:
· has been abused;
· has been neglected;
· has been harmed;
· is at risk of harm;
· has been subjected to inappropriate physical intervention;
· has been subjected to inappropriate treatment by a member of staff;
the matter will not be treated simply as a standard complaint.
The manager/DSL will immediately consider whether safeguarding procedures must be activated.
The Red Robins Nannery Safeguarding & Child Protection Policy will be followed.
Where appropriate, the matter will be referred to the relevant local authority safeguarding arrangements, LADO and/or other agencies.

16. Allegations against staff
Where a complaint amounts to an allegation that a member of staff has:
· behaved inappropriately towards a child;
· harmed a child;
· potentially committed an offence against a child;
· behaved in a way indicating they may pose a risk to children;
Red Robins Nannery will follow the relevant allegations against adults who work with children procedures.
This may include consultation with the Local Authority Designated Officer (LADO) where required.
The member of staff will not be responsible for investigating an allegation made against themselves.

17. Complaints involving other children
Where a complaint concerns another child, Red Robins Nannery will investigate appropriately.
However, we will not disclose confidential information about another child or their family.
Parents/carers will receive information about their own child's welfare and the actions taken to protect them, where appropriate.

18. Complaints involving SEND or inclusion
Complaints concerning:
· SEND support;
· reasonable adjustments;
· accessibility;
· inclusion;
· discrimination;
will be investigated sensitively.
Red Robins Nannery will consider the requirements of the Equality Act 2010 and SEND framework when responding.

19. Anonymous complaints
Anonymous complaints will be considered where sufficient information is provided to allow the concern to be investigated.
However, it may not be possible to provide a response where the complainant cannot be identified.
Anonymous safeguarding concerns will always be considered seriously.

20. Complaints made by children
Where a child raises a concern or complaint, staff will listen to them in an age-appropriate manner.
Children will be supported to:
· express their feelings;
· communicate concerns;
· identify a trusted adult;
· understand that adults will take concerns seriously.
A child's complaint may also be a safeguarding concern and will be assessed accordingly.

21. Complaints and discrimination
Red Robins Nannery will not tolerate discrimination, harassment or victimisation connected with a complaint.
Parents/carers will not be treated less favourably because they have raised a genuine concern.
Equally, staff will be protected from abusive, threatening or discriminatory behaviour from complainants.

22. Unreasonable or abusive complaints
Red Robins Nannery will listen to complaints even when they are difficult.
However, behaviour that is threatening, abusive, discriminatory or intimidating towards staff will not be accepted.
Where necessary, management may:
· restrict communication to writing;
· nominate one person as the point of contact;
· set reasonable communication arrangements;
· involve appropriate external agencies if threats are made.
This will not prevent a genuine complaint from being investigated.

23. Confidentiality
Complaints will be handled confidentially wherever possible.
Information will only be shared with people who need it for:
· investigating the complaint;
· safeguarding;
· legal or regulatory reasons;
· improving the service.
Confidentiality does not prevent Red Robins Nannery from sharing information where necessary to safeguard a child.

24. Record keeping
Red Robins Nannery will keep a written record of formal complaints.
Records will include:
· date received;
· name of complainant;
· nature of complaint;
· investigation;
· evidence considered;
· outcome;
· action taken;
· date of response;
· any review or appeal;
· final outcome.
Records will be stored securely.

25. Learning from complaints
Complaints will be used as an opportunity for improvement.
Following a complaint, Red Robins Nannery may:
· amend a procedure;
· update a policy;
· provide additional staff training;
· improve communication;
· change an environment or process;
· introduce additional checks;
· review safeguarding arrangements.
Where appropriate, outcomes and lessons learned will be discussed with staff without revealing confidential information.

26. Ofsted
Parents/carers may contact Ofsted if they have concerns about the childcare provision.
Ofsted does not normally act as an appeal body for individual complaints or seek to resolve individual disputes between providers and parents. However, information provided to Ofsted can help it assess whether a provider is meeting the relevant statutory requirements.
Ofsted contact details should be kept current in the setting's parent information.

27. Parents' access to the complaints procedure
A copy of this Complaints Policy will be:
· available to parents/carers;
· provided on request;
· included within the setting's parent information;
· available in an accessible format where reasonably required.

28. Staff responsibilities
All staff must:
· take concerns seriously;
· listen respectfully;
· remain professional;
· report complaints to management;
· maintain confidentiality;
· avoid discussing complaints with other families;
· preserve relevant records/evidence;
· follow safeguarding procedures where necessary.
Staff must not attempt to investigate serious complaints themselves unless authorised to do so.

29. Monitoring
The Company Director/Owner will monitor:
· the number and nature of complaints;
· outcomes;
· response times;
· recurring themes;
· safeguarding concerns;
· actions taken.
This information will be used to identify areas for improvement.

30. Policy review
This policy will be reviewed at least annually and sooner if:
· the EYFS changes;
· Ofsted requirements change;
· safeguarding guidance changes;
· legislation changes;
· a serious complaint occurs;
· an inspection identifies an issue;
· Red Robins Nannery's procedures change.

Complaints Procedure – Quick Guide for Parents
Step 1 – Talk to us
Speak to your child's key person, room leader or manager.
Step 2 – Make a formal complaint
If the matter cannot be resolved, submit your complaint in writing to:
Redrobins Nannery
Manager: Lucinda Price _________________________
Email: info@bizzy-bears.com______________________
Telephone: 07895337419_____________________________
Step 3 – Request a review
If you remain dissatisfied, request a review by:
Company Director/Owner:  Corinna Evans__________________
Email: redrobinsnannery@gmail.com_____________________________
Telephone: 07790363277 ______________________________
Safeguarding concern?
If your concern involves possible abuse, neglect or harm to a child, tell the Designated Safeguarding Lead immediately. It will be dealt with under our safeguarding procedures.


Approval
Approved by:  Corinna Evans and Lucinda Price ________________________
Position:  Owner and Manager _____________________________________
Signature: C.Evans and L.Price _____________________________
Date: 19/08/2026_________________________________________
Next review date: August 2026______________________________
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