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Complaints Policy

Policy Statement
Here at Hayley’s Little Heroes we are committed to providing high-quality care and education in a safe, inclusive, and respectful environment. We welcome feedback and take all concerns seriously, using them as opportunities to reflect, improve, and strengthen trust with families, staff, and the wider community.
Aims
This policy applies to all aspects of our provision, including:
· Early years education
· Breakfast and after-school wraparound care
· Holiday club services
It covers complaints from:
· Parents/carers
· Children (where age-appropriate)
· Staff
· Visitors or professionals
Principles
Transparency: All complaints are handled openly and fairly.
Safeguarding First: Any concern involving child safety is escalated immediately in line with our Safeguarding Policy.
Respect and Confidentiality: We protect the dignity and privacy of all parties involved.
Learning Culture: We treat complaints as valuable feedback to improve our practice.

How to Raise a Complaint
Complaints may be raised:
· Verbally to a staff member or manager
· In writing via email or letter
· Through our online feedback form (if applicable)
We encourage informal resolution first, but formal complaints are always respected.
	Stage 
	Description
	Time Frame

	Stage 1: Informal Resolution
	Discussed with keyworker or Manager notes taken
	Within 5 Working Days

	Stage 2: Formal Complaint
	Written complaint reviewed by management (or epresentative Kelda Bibby) investigation initiated.
	Acknowledged within 5 working days response within 28 working days.

	Stage 3: Appeal
	If unsatisfied complaintant may request a review by the owner/Manager.
	Response within 10 working days.

	Stage 4: External Referral
	If unsatisfied, the complaintant may contact Ofsted or relvant Local Authority. 
	As per external bodies process.



Hayley’s Little Heroes hopes that you will feel able to discuss  any concerns that you may have directly with a staff member, preferably a member of the management team.

As a childcare provider we have a duty of care, to care for and to treat each child in our care equally, correctly and competently to the very best of our ability. 
Hayley’s Little Heroes will do ths by following the Early Years Foundation stage Guidelines for children under the age of 5 years and Keeping Children Safe In Education guidance for children over 5 years, which means that at Hayley’s Little Heroes we must take all necessary steps to Safeguard and Promote the welfare of all children in our care. 

It is our duty as a childcare provider and a requirement by Ofsted that all complaints are logged, along with the outcome and any action taken. These records must be made available to show an Ofsted inspector if required. 

Should you feel that you are not able to talk to a staff member, or after talking to a staff member you feel that the matter remains unresolved the you can put your complaint in writing and Hayley’s Little Heroes management will investigate the matter further and reply to you within 28 days. 
All complaints will be retained for a minimum of 3 years or if the compaint is in relation to safeguarding then until the ‘child’ reaches the age of 25. 

Should you wish to log a formal complaint then you can contact the Ofsted Complaints and Investigations Unit on; 0300 123 1231 or at write to Ofsted Complaints Unit, Piccadilly Gate, Store Street, Manchester M1 2WD. 

You can also talk in confidence to our insurance provider Morten Michel on… 0330 058 9861

OR The Local Designated Authority Officer (LADO) 01925 442079 LADO@warrington.gov.uk 

Update - 11.2.26
 Legislative Requirements 2025–2026

Hayley’s Little Heroes adheres to all current statutory and regulatory requirements. The following updates reflect legislative changes effective from 2025–2026 and outline how they relate to our complaints handling procedures:

**EYFS 2025 Safeguarding Reforms**  
• References must be obtained before employment (safer recruitment).  
• Providers must follow up prolonged or unexplained child absences and maintain an attendance process.  
• Wherever possible, hold more than two emergency contacts for each child.  
• Use the term Designated Safeguarding Lead (DSL) in line with the updated framework.  
• Safeguarding training is renewed at least every two years (with refreshers as needed).  
• Apply updated expectations on safer eating and on privacy vs supervision during toileting/nappy changing.

**Ofsted Updates 2024–2026**  
• Formal complaints about inspections must be made at the draft report stage in line with the revised procedure; publication may be delayed when timely complaints are submitted.  
• Ofsted has introduced a new 5‑point judgement scale and increased inspection frequency for Early Years from April 2026.  
• No internal Step 3 review by Ofsted; further escalation is to ICASO.

**Funding & Fee Transparency (Legal by January 2026)**  
• All chargeable extras (meals, consumables, optional activities) are published online.  
• Invoices itemise funded hours, private hours, meals, consumables and activity charges.

**Early Years Qualification & Staffing Standards (January 2026)**  
• We apply the updated Early Years Qualification Requirements & Standards, including the Experience‑Based Route (EBR) for ratios, where applicable.  
• Complaints regarding qualifications, ratios or suitability are considered against these standards.

**Nutrition Guidance (2025 Update)**  
• We follow the updated government nutrition guidance unless there is a valid reason otherwise; complaints on meals/dietary provision use this framework.
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By Hayley Ashorobi	
Review Date – February 2027
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