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Fledglings follow a clear complaints procedure to address any concerns or complaints raised by parents, carers, or others. The procedure ensures that complaints are dealt with promptly and fairly and that we are transparent about the process.
1. Informal Resolution:
· Step 1: Parents or carers should first raise any concerns or complaints directly with the preschool’s staff, such as the key person, manager, or owner. This is often the quickest way to resolve an issue, as many concerns can be addressed informally.
· Step 2: The preschool may ask for the complaint to be made in writing if the issue cannot be resolved immediately.
2. Formal Complaint Procedure:
· If the complaint is not resolved informally, or if the complainant feels the matter requires more formal attention, we have a formal procedure in place which involves:
· Step 3: Submission of a formal complaint in writing to the preschool management (Emma & Sue) or the designated complaints office (Emma Brewer). The complaint should clearly detail the issue, the outcome sought, and any steps already taken.
· Step 4: A written acknowledgment of the complaint will usually be sent within a specified time (typically 3 working days).
· Step 5: The preschool will investigate the complaint, gathering information from all parties involved. This process should be impartial and confidential. We may offer to meet with the complainant to discuss the issue further.
· Step 6: A written response should be provided to the complainant outlining the findings of the investigation, any actions taken, and any changes implemented.
3. Appeals Process:
· Step 7: If the complainant is dissatisfied with the outcome or resolution, they can request an appeal, where upon the complaint will be referred to an external mediator who is acceptable to both parties eg, a person nominated by The Montessori Teachers association or a person nominated by The Society of Friends, to listen to both sides and offer advice.  The mediator will keep all discussion confidential.  They will meet with the setting if requested and will keep an agreed written record of any meetings that are held and of any advice they have given.  

4. Escalation to Ofsted:
· If the complaint has not been resolved to the satisfaction of the complainant and involves serious concerns (e.g., safeguarding, poor care standards, or breach of regulations), parents can escalate the matter to Ofsted. This can be done through:
· Contacting Ofsted directly via their complaints page or helpline.
· Ofsted will assess whether the complaint is related to a breach of regulations or safety standards and may conduct an inspection or investigation if necessary.
5. Record Keeping:
· Ofsted requires that all complaints are documented, including the nature of the complaint, the actions taken to resolve it, and the outcome. Preschools should keep a record of all complaints for at least 12 months.


How to File a Complaint with Ofsted:
· Online: Through the Ofsted website's complaints page.
· By Phone: Call Ofsted's helpline at 0300 123 1231.
· By Post: Send a letter to Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD.
It's important to remember that Ofsted deals with complaints about care and educational quality within the preschool, while issues about general customer service or minor administrative matters might be handled more appropriately within the preschool's internal complaints process.
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