Complaints record

   







1 Date of complaint –
	2 Source of complaint - tick as appropriate

	Parent (in writing, including email)

Parent (in person)

Parent (phone call)

Anonymous
	Ofsted (include complaint number)

Other (please state) 

	3 Nature of complaint - tick as appropriate

	Safeguarding
Suitable people

Suitable premises, environment & equipment

Organisation

Documentation
	Learning & development
Financial /contract dispute
Other(please state) –


	4 Details of the complaint –                            Early Years / Childcare Register 

Continue overleaf if necessary                                    Delete as appropriate        


	If allegation is of abuse or serious harm inform LSCB & Ofsted within 48 hours by phone and follow up in writing within 14 days.

	5 How it was dealt with
	Details –

	Internal investigation 

Investigation by Ofsted

Investigation by other agencies (state)
	

	6 Actions
	Details –

	Internal actions

Actions agreed with Ofsted

Changes to conditions of registration

Other action taken by Ofsted

No action

Actions imposed or agreed with other agencies
	

	7 Date the person who raised the complaint notified of outcome –
	8 Date parents notified of outcome and given a copy of the complaint –



	EYFS & Childcare Register – notification must be within 28 days

	9 Date procedure completed –

Attach all relevant documentation

	10 Childminder’s name –

Signature –

Date –

	EYFS and Childcare Register - this document must be retained for 3 years for

inspection by Ofsted


Updated 10.9.09

How to complete the complaints record

Writing your own paperwork - if you want to write your own complaints record, that is fine but it must include all the information as above;

Sharing your complaints record – remember you must share this with parents as well as Ofsted and, if required, other agencies. Ensure confidentiality for the complainant at all times;

1. Date – this must be recorded because you have a limited time to deal with the complaint;

2. Source – record who made the complaint, but be aware of confidentiality as parents will be reading the form. Use notes eg ‘child A’ or ‘adult B’ when recording information of this nature;

3. Nature – this relates to the EYFS Statutory Requirements. You need to decide which requirement is appropriate and tick;

4. Details – make a brief note of the details of the complaint, including which register it relates to for reference;

5. How – this relates to how you dealt with the complaint. Tick the relevant method you used and write any additional details in the box. Record details such as if you interviewed other parents, whether you involved any other staff members in the investigation, whether you asked outside agencies for advice or approached them for guidance etc;

6. Actions – what you must do to resolve things. Maybe Ofsted have given you actions that must be completed. In some cases other agencies might tell you that you must do something to retain your registration. 

Also use this section to reflect on how your future childminding might benefit from what has happened. You might, for example, feel you want to re-write some policies or deal with parents and children in a different way from now onwards. This will make a positive come out of a negative and improve your business as a result.
If you work with staff or other childminders and someone was dismissed as a result of the complaint, then you must inform Ofsted – 08456 404040;

7. Date complainant informed – you are obliged to inform the person who made the complaint about the outcome within a certain time frame depending on which register the complaint refers to;

8. Date parents informed – you must notify your parents that a complaint has been made against you and give them details about the outcome. Again, remember confidentiality for the complainant;

9. Date procedure completed – state when the whole thing is finished. Clip any relevant documentation to the back, remembering confidentiality for the complainant;

10. Childminder’s details – sign and date the form and put it in your complaints book.

Complaints Procedure – Childcare Register (both parts)

The Childcare Register states ‘Childminders must have a written statement of procedures to be followed in relation to complaints which relate to the requirements of the Childcare Register and which a parent makes in writing or by email’ AND ‘Childminders must make the following information available to parents - copies of the written statements of complaints procedures’.

Procedure for making complaints

· Please contact me and we will arrange a convenient time to discuss your concerns;

· If you prefer, you can put the complaint formally in writing to me – *insert your contact details*;

· If you wish to make a formal complaint, you can contact the Ofsted on 08456 404040, or write to Ofsted at Royal Exchange Building, St Anne’s Square, Manchester M2 7LA.

Please note –

· Depending on the nature of the complaint, I will investigate it myself or pass it to Ofsted to investigate;

· The Childcare Register states ‘Childminders must inform the parent who made the complaint (in writing or by email if the parent requests this) of the outcome of the complaint, within 28 days of the date the complaint was made’;
·  Childminders must keep a written record, for a period of 3 years, of all complaints including the outcome of the investigation and any action taken;
·  Childminders must make available to Ofsted, on request, all complaints made in relation to the Childcare Register requirements during the past 3 years and the action that was taken.
I have a copy of the Childcare Register requirements available for parents to view at any mutually convenient time and confirm that I comply with all requirements of the Childcare Register.
Updated 10.9.09 to take reflect the new Childcare Register requirements 

