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Most problems or concerns parents/carers may have can be resolved quickly and successfully by using the following guidelines:
In the first instance, minor issues or concerns should be discussed with your child’s key person or room leader. (Katie, over 2s and Leanne, under 2s). If you wish to discuss your concerns further, then please ask to speak to a member of the senior leadership team. 
If you need to progress your concern further to a member of the senior leadership team, managers or directors, then a complaints form must be filled in. 
You will be contacted within 5 working days to arrange a meeting with Durley House Manager(s). You will be invited to discuss your issues, and your complaint will be recorded in the complaint file. 
If you are unhappy with a response from the Manager(s) of Durley House, you should put your concerns in writing to the Directors of Durley House Nursery and Learning. Any letters to the Directors should be given into reception who will pass these on. If the problem can still not be resolved, you may wish to contact Services for Young Children. 
Further advice regarding who to contact, can be found in the staff handbook. 

Handling Complaints:
Handling complaints effectively will ensure that parents feel confident that staff will respond to any future complaint in a sensitive, non-defensive and sympathetic manner. Parents need to feel assured or confidentiality and that their child will not be adversely affected. 
When a parent approaches a member of staff about a concern that has not been resolved at the informal stage, it is good practice to:
· Listen sympathetically without comment
· Explain the procedures; that is what will happen next and who will deal with the issue
· Offer to help complete a complaints form, with a chronological record of events 
The senior leadership team will create a file and record the relevant details. It is advisable to keep records in the files of any meetings or conversations, with a chronological order of events. 
It is good practice to acknowledge written complaints or forms within 5 days and respond in full within 20 days. It is particularly helpful to establish the desired outcomes at an early stage. Responses might include an apology, a review of the decision, an explanation, an assurance that the incident will not be repeated, a meeting with a member of staff or an official investigation. 
If the complaint is complex and lengthy, the Durley House will keep parents informed of progress either by telephone or letter. 
At the conclusion, the complaint should receive:
· A specific response, rather than a standard reply
· Feedback on any outcomes such as an improvement in service or an agreement to review or amend a policy
· Advice on any further recourse of the telephone number of the LEA’s complaints adviser. 

Helpful Contacts:
Children’s Services Complaints Team
Telephone: 01962847256
Or Write to: 
Children’s Services Complaints and Customer Care Team
HCC Children's Services
The Castle 
Winchester
SO32 8UG 


COMPLAINT FORM
Name of Parent / Carer: …………………………………………………………………….
Childs name: …………………………………………………………………….

Address:


Postcode:
Daytime Telephone Number:
Evening Telephone Number:

What is your concern and how has this affected you?













Have you discussed this matter with a member of staff before filling in this form? If so, who did you speak to and what was the response?











What would you like to happen as a result of making this complaint?








Signature: 									Date:
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