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1. Purpose
This policy explains how parents, carers, staff and others can raise concerns, complaints or feedback about Naye & Me.
Our aim is to deal with concerns fairly, promptly, respectfully and transparently, while using feedback to improve the quality of our service.
2. Scope
This policy applies to:
· parents and carers;
· staff;
· volunteers;
· students;
· visitors;
· contractors;
· any person wishing to raise a concern about Naye & Me.
3. Our Commitment
Naye & Me will:
· take concerns seriously;
· listen respectfully;
· respond fairly;
· investigate appropriately;
· maintain confidentiality;
· avoid victimisation of anyone who raises a genuine concern;
· learn from complaints;
· make improvements where necessary.
4. What Is a Concern?
A concern is an issue that someone would like resolved but which may not yet require a formal complaint.
Examples may include:
· communication difficulties;
· minor booking issues;
· misunderstandings;
· dissatisfaction with a routine;
· concerns about service quality.
Where possible, concerns should be raised early so they can be addressed quickly.
5. What Is a Complaint?
A complaint is a formal expression of dissatisfaction about:
· the care provided;
· staff conduct;
· communication;
· policies;
· fees;
· safeguarding practice;
· health and safety;
· service delivery;
· another aspect of Naye & Me.
A complaint may be made verbally or in writing.
6. Informal Resolution
Where appropriate, parents and carers are encouraged to raise minor concerns informally first.
This may involve speaking with:
· the child’s key person;
· a senior member of staff;
· the responsible person.
Many issues can be resolved quickly through discussion.
7. Formal Complaints
Where a concern cannot be resolved informally, or the matter is serious, a formal complaint may be made.
Formal complaints should include, where possible:
· the complainant’s name;
· contact details;
· child’s name where relevant;
· date of the incident;
· details of the concern;
· what outcome is being sought.
8. How to Make a Complaint
Complaints may be submitted through an approved method such as:
· email;
· ParentLink;
· written letter;
· in person where appropriate.
Naye & Me may ask for a verbal complaint to be confirmed in writing where this helps ensure accuracy.
9. Acknowledgement
Formal complaints will be acknowledged as soon as reasonably practicable.
The acknowledgement may include:
· confirmation that the complaint has been received;
· name of the person handling it;
· next steps;
· expected timescale.
10. Investigation
The complaint will be reviewed fairly.
The investigation may include:
· speaking with the complainant;
· speaking with staff;
· reviewing ParentLink records;
· checking attendance records;
· reviewing CCTV if lawfully available;
· reviewing policies;
· reviewing incident records;
· seeking external advice where appropriate.
11. Fairness
All parties will be treated fairly.
Naye & Me will avoid making conclusions before relevant information has been considered.
12. Timescales
Complaints will be addressed without unnecessary delay.
Where possible, a written response will be provided within 28 days.
Where more time is needed, the complainant will be informed.
13. Outcome
The final response may include:
· summary of the complaint;
· findings;
· action taken;
· changes to practice;
· apology where appropriate;
· explanation where the complaint is not upheld;
· information about further escalation.
14. Complaints About Fees or Bookings
Complaints relating to:
· payments;
· refunds;
· cancellation fees;
· late collection charges;
· booking errors;
will be considered alongside the Bookings, Fees, Cancellations & Refunds Policy.
15. Complaints About Staff
Complaints about staff conduct will be taken seriously.
Depending on the issue, the matter may be handled under:
· supervision procedures;
· disciplinary procedures;
· safeguarding procedures;
· complaints procedures.
16. Safeguarding Complaints
Any complaint that raises a safeguarding concern will immediately be managed under the Safeguarding & Child Protection Policy.
This may include concerns about:
· abuse;
· neglect;
· unsafe staff conduct;
· inappropriate physical contact;
· professional boundaries;
· allegations against staff.
Safeguarding procedures take priority over the normal complaints process.
17. Allegations Against Staff
Where a complaint involves an allegation that a staff member may have harmed a child or may pose a risk to children, Naye & Me may seek advice from:
· the Local Authority Designated Officer;
· children’s social care;
· police;
· Ofsted.
The complaint will not be handled solely as an ordinary service complaint.
18. Complaints About the Responsible Person
Where a complaint concerns Marni-Janayé Monroe, the complainant may raise the matter directly with the relevant external authority where appropriate.
This may include Ofsted where the matter relates to registered childcare requirements.
19. Anonymous Complaints
Anonymous complaints will be considered.
The ability to investigate may be limited where:
· details are insufficient;
· witnesses cannot be contacted;
· further clarification cannot be obtained.
Serious safeguarding concerns will still be considered even if raised anonymously.
20. Malicious Complaints
Naye & Me will not assume a complaint is malicious simply because it is upsetting or not upheld.
Where there is clear evidence that allegations have been deliberately fabricated, appropriate action may be considered.
21. Confidentiality
Complaints will be handled confidentially.
Information will only be shared with people who need it for:
· investigation;
· safeguarding;
· legal compliance;
· management.
Complete confidentiality cannot be guaranteed where information must be shared to protect a child.
22. Complaints Records
Naye & Me will maintain appropriate records of formal complaints.
Records may include:
· date received;
· nature of complaint;
· investigation;
· outcome;
· action taken;
· date concluded.
23. Retention of Complaints Records
Complaint records will be retained in accordance with relevant legal and record-retention requirements.
Safeguarding-related complaint records may need to be retained for longer.
24. Ofsted
Parents and carers may contact Ofsted where they have concerns about registered childcare provision.
Naye & Me will make current Ofsted contact information available to families.
Parents do not have to complete Naye & Me’s internal complaints process before contacting Ofsted if they believe the concern should be raised directly.
25. Ofsted Notifications
Where a complaint or incident meets a statutory notification requirement, Naye & Me will notify Ofsted within the required timeframe.
26. Local Authority and Safeguarding Agencies
Where appropriate, concerns may also be raised with:
· children’s social care;
· the local authority;
· LADO;
· police;
· other relevant agencies.
27. Whistleblowing
Staff who have concerns about:
· unsafe practice;
· safeguarding;
· misconduct;
· wrongdoing;
· failure to follow procedures;
should raise these concerns without fear of retaliation.
Whistleblowing concerns may be raised separately from a parent complaint.
28. No Retaliation
No child or family will be treated unfairly because they have made a genuine complaint.
Staff must not:
· disadvantage the child;
· become hostile towards the family;
· discuss the complaint inappropriately;
· retaliate.
29. Parent Behaviour During Complaints
Naye & Me understands that complaints may involve strong emotions.
However, abusive, threatening or discriminatory behaviour towards staff will not be accepted.
Where necessary, communication arrangements may be adjusted to protect staff and families.
30. Staff Conduct During Complaints
Staff must remain professional.
They should not:
· argue with parents;
· discuss complaints publicly;
· delete relevant records;
· attempt to influence witnesses;
· retaliate against complainants.
31. Mediation
Where appropriate, Naye & Me may suggest a meeting to help resolve a disagreement.
The aim will be to:
· clarify concerns;
· rebuild communication;
· agree practical next steps.
32. Appeals and Further Review
Where a complainant remains dissatisfied, they may request further review where this is appropriate.
The review should consider whether:
· the complaint was properly investigated;
· relevant information was considered;
· procedures were followed;
· the outcome was reasonable.
33. Feedback and Suggestions
Naye & Me welcomes constructive feedback.
Families may provide feedback about:
· sessions;
· activities;
· communication;
· meals;
· ParentLink;
· routines;
· the environment;
· other aspects of the service.
34. Positive Feedback
Positive feedback may be shared with staff.
Testimonials will only be used publicly with appropriate permission.
35. Surveys
Naye & Me may occasionally invite families to complete surveys.
Survey responses may be used to improve:
· services;
· policies;
· activities;
· communication.
36. Children’s Feedback
Where age appropriate, children’s views will also be considered.
Children may express their views through:
· conversation;
· play;
· simple questionnaires;
· visual choices;
· observations.
37. Learning From Complaints
Complaints will be used as an opportunity to improve.
Management may consider:
· whether policies need changing;
· training needs;
· staffing issues;
· communication weaknesses;
· system improvements;
· recurring themes.
38. Trends and Monitoring
Management may periodically review complaint records to identify patterns.
For example:
· repeated booking concerns;
· communication problems;
· repeated late collection disputes;
· recurring staff issues.
39. Data Protection
Complaint information will be handled in line with the Data Protection, Confidentiality & Record Keeping Policy.
40. Parent Responsibilities
Parents and carers are encouraged to:
· raise concerns promptly;
· provide accurate information;
· communicate respectfully;
· allow reasonable time for investigation;
· provide relevant evidence where available.
41. Staff Responsibilities
Staff must:
· listen appropriately;
· report complaints to management;
· preserve relevant records;
· maintain confidentiality;
· cooperate with investigations;
· avoid retaliation.
42. Serious Incidents
Where a complaint relates to a serious incident, management may need to act immediately before the complaint process is complete.
This may include:
· safeguarding action;
· suspension of duties;
· emergency closure;
· external referral.
43. Complaints During Ongoing Investigations
Where police, social care or another authority is investigating an incident, the internal complaint process may need to be paused or limited.
Naye & Me will cooperate with external authorities.
44. Legal Proceedings
Where a complaint becomes subject to legal proceedings, Naye & Me may seek professional advice before continuing internal investigation.
45. Review
This policy will be reviewed at least annually and sooner where:
· complaint requirements change;
· EYFS requirements change;
· recurring complaints indicate weaknesses;
· a serious complaint occurs.
46. Related Naye & Me Policies
This policy should be read alongside:
· Safeguarding & Child Protection Policy;
· Safer Recruitment, Staff Suitability & Supervision Policy;
· Admissions, Enrolment & Settling-In Policy;
· Bookings, Fees, Cancellations & Refunds Policy;
· Arrival, Collection & Late Collection Policy;
· Data Protection, Confidentiality & Record Keeping Policy;
· Behaviour, Emotional Wellbeing & Positive Relationships Policy.
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