
 

Complaints policy and procedure 

EYFS Requirements 3.74 ‘’providers must put in place a written procedure for dealing with 

concerns and complaints from parents and/or carers and, must keep a written record of any 

complaint and their outcome. Childminders are not required to have a written procedure for handling 

complaints, but they must keep a record of any complaints they receive and their outcome’’ 

The Childcare Register (CR): childminders are required by the Childcare Register to have a written 
complaints policy and procedures. 

Tiny Explorers Childminding welcomes suggestions on improvements and regularly asks for 

feedback from our parents in order that their needs can be met. Any concerns will be dealt with 

promptly and it is our aim that all parents feel comfortable to voice their opinions, safe in the 

knowledge that they will be listened to and responded to, with a satisfactory conclusion for all 

involved. 

Tiny Explorers Childminding is committed to providing a safe, stimulating and caring environment for 
children to grow and learn. We aim to provide a high-quality service for all but accept there may be 
times when things do not go according to plan. In such circumstances we will always try to put 
things right and address the issue promptly. We will comply with both the EYFS and the Childcare 
Register for childminders requirements.  

If at any time parents/carers are not happy then there are procedures we follow, as outlined below. 

Procedure 

❖ Stage 1 

If any parent / carer should have cause for concern or any queries regarding the care or early 

learning provided by Tiny Explorers Childminding they should in the first instance speak directly to 

us. Most situations can be addressed at this point and dealt with to a satisfactory resolution. 

❖ Stage 2 

If the issue remains unresolved or parents feel they have received an unsatisfactory outcome, then 

these concerns must be presented in writing to Tiny Explorers Childminding. The complaints forms 

are located on a filing shelf in the Policies and procedures folder. We will then investigate the 

complaint and report back to the parent within 28 working days from receiving the complaint, as 

required by the EYFS and CR. This will be fully documented in the complaints log book and will 

detail the nature of the complaint, any/all evidence and any actions arising from it, to improve our 

provision. If no actions are to arise from the complaint it will be documented and the reasons for this 

outcome. 

 (Most complaints will be resolved informally at stage 1 or 2.) 

❖ Stage 3 

If the matter is still not resolved a formal meeting should be held between Rada Scott and the 

parent/carer to ensure that it is dealt with comprehensively.  A record of the meeting will be made 

along with documented actions.  All parties present at the meeting will review the accuracy of the 

record, sign to agree and receive a copy, which will signify the conclusion of the procedure. 

❖ Stage 4 (EYFS 3.75) 

If the matter cannot be resolved to the parent/carer’s satisfaction, then parent/carer has the right to 

raise the matter with Ofsted.   

Tel No: 0300 123 1231 open 8:00 – 18:00, Monday to Friday.  



Or write to: Applications, Regulatory and Contact (ARC) Team, Ofsted, Piccadilly Gate, Store street, 

Manchester, M1 2WD.  

Or through their website https://contact.ofsted.gov.uk/online-complaints 

Please see our Ofsted parent poster, displayed on the parent’s board. 

Ofsted require us to keep a summary of complaints that reach stage 2 and beyond and should be 

made available to parents as well as Ofsted. (EYFS 3.74, CR 7.4) 

NOTE: if an allegation of serious harm is made against myself, a member of my family or 

household, another child or visitor I will: 

❖ Not promise a child confidentiality 

❖ Write a factual report of the allegation, including statements from witnesses if appropriate – 

keeping confidentiality 

❖ Inform Ofsted of the situation within 14 days of the complaint and keep them updated 

❖ Contact my Local Safeguarding Children’s Board and follow their advice 

❖ Inform my insurance company 

❖ If I am allowed to stay open during the investigation I will ensure the person with whom the 

allegation is against stays away from the childminded children, until the investigation is 

concluded. 

❖ Will not contact the person whom has made the allegation during the investigation process. 

❖ I will inform the person who made the allegation of the investigation findings within 28 days – 

or following further advice from Ofsted if this is not possible due to ongoing investigations. 

 

If an investigation has been unfounded / a lie, Tiny Explorers Childminding will decide if we can 

carry on working with the parent / carer and child again, this would depend on the allegation, age of 

complainant, and contributory factors (for example SEN). 

We would carefully consider all the evidence and decide after the investigation to either carry on 

with care or terminate the contract, implementing our right to terminate policy. 

 

If you feel your complaint shows I am in breach of Data Protection Law, you can report this concern 

to the Information Commissioners Office (ICO) which is the UK’s independent authority to uphold 

privacy laws. You can ring them on 0303 123 1113. Their website has more information and a live 

chat facility https://ico.org.uk/concerns/   

How we will comply with the Early Years Foundation Stage (EYFS) and the Childcare 

Register (CR) 

❖ I will record all complaints made to me from parents/carers 

❖ I will for good practice reflect on the outcomes and how best to move forward to improve my 

provision. 

❖ I will keep a record of all complaints to share with Ofsted 

❖ In line with the CR requirements I will keep records for three years.  

❖ In line with the GDPR, 2018, I need to inform you I am processing this data as a ‘legal 

obligation’ because it is required by the statutory frame work – both the EYFS and the 

Childcare Register. It will be shared on request with other agencies including Ofsted, stored 

securely and retained for three years, then safely destroyed via shredding. 

If you have any questions, feel free to ask! 

This policy and procedure was written by Rada Scott, 

Tiny Explorers Childminding 

https://contact.ofsted.gov.uk/online-complaints

