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Key 2026 updates incorporated
Updated to EYFS 2026 paragraphs on written complaints, written records, 28-day outcomes and Ofsted contact information.
Clarified the difference between a service complaint and a safeguarding concern/allegation against an adult.
Updated Ofsted’s childcare complaints contact route and retained the three-year complaints record requirement applicable to the Childcare Register.
Added learning, trend review, confidentiality and protection from disadvantage for complainants.
1. Our commitment
The Lil Rascals aims to provide safe, inclusive and high-quality childcare. We welcome concerns and complaints because they provide an opportunity to resolve problems, learn and improve. A child or family will not be disadvantaged because a concern or complaint has been raised in good faith.
2. What this policy covers
This policy covers concerns or complaints about the childcare service, including how the setting fulfils EYFS or registration requirements. Safeguarding concerns about a child, or allegations/concerns about an adult who works with children, must be dealt with immediately under the Safeguarding and Child Protection Policy and must not wait for the complaints process to conclude.
3. Stage 1 - informal resolution
Where appropriate, raise the concern with the Person in Charge as soon as possible.
The Person in Charge will listen, clarify the concern, take any immediate safety action and seek a prompt resolution.
If the concern is about the Person in Charge, it should be raised with a Director/Registered Person.
4. Stage 2 - formal written complaint
If the concern is not resolved informally, or is sufficiently serious to require a formal response, the parent/carer may make a written complaint to the Manager/Directors. A complaint may also be treated as formal without completing Stage 1 where appropriate.
The complaint will be acknowledged promptly and recorded on the complaints log.
The investigator will gather relevant evidence, speak to appropriate people and consider whether the complaint relates to EYFS/registration requirements.
The complainant will be notified of the outcome of any written complaint relating to fulfilment of the EYFS requirements within 28 days of receipt.
The response will explain findings and any actions or improvements that can appropriately be shared, while respecting confidentiality and data-protection obligations.
Where a complaint identifies a safeguarding concern, the complaints process may be paused or adjusted to avoid interfering with statutory safeguarding enquiries.
5. Complaints about staff or safeguarding matters
A complaint about staff conduct will be assessed immediately to decide whether it is a low-level concern, an allegation that may meet the harm threshold, a disciplinary matter, or another service complaint. The Safeguarding and Child Protection Policy, LADO procedures and Ofsted notification requirements will be followed where applicable. A general complaint about a staff member is not automatically a LADO referral; the safeguarding threshold and circumstances must be considered.
6. Ofsted
Parents/carers may contact Ofsted if they believe the provider is not meeting registration or EYFS requirements. Ofsted generally expects concerns to be raised with the provider first unless a child may be at risk. Current childcare complaints contact details are: enquiries@ofsted.gov.uk and 0300 123 4666. Ofsted cannot resolve private contractual disputes but can consider regulatory concerns.
7. Records and learning
Written records of complaints, investigation outcomes and actions will be retained for at least three years where required by the Childcare Register and longer where another retention requirement applies.
Complaint records will be made available to Ofsted on request.
Leaders will review complaints for themes and will update practice, training, risk assessments or policies where lessons are identified.
Personal information will be shared only on a need-to-know and lawful basis.
Legal and guidance framework
Statutory Framework for the Early Years Foundation Stage: group and school-based providers (effective 1 September 2026), Department for Education.
Ofsted: Complaints procedure - complain about childcare (current GOV.UK guidance).
Ofsted requirements for daycare providers on the Childcare Register.
Working Together to Safeguard Children 2026, HM Government.
Where legislation or statutory guidance changes, the current legal requirement takes precedence over this policy. Local safeguarding, public health and emergency advice will be followed where relevant.
Policy approval and review
	Approved by
	Craig Lambourne

	Date approved
	10/08/26

	Signature
	C.Lambourne

	Next scheduled review
	September 2027 (or earlier if required)



Effective from 1 September 2026  |  Review at least annually and sooner if guidance or circumstances change
