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Complaints Procedure

We hope that at all times the parents/carers are happy with the service we provide but also
encourage parents to share their concerns.
We welcome any suggestions from parents/carers on how we can improve on the service and
give prompt and serious attention to any concerns that may arise. Any complaints will be dealt
with professionally and promptly to ensure that any issues that may arise from these are handled
effectively to enable ongoing cooperative partnership with parents/carers.
The complaints process
Complaints can be made to the project staff or management. Kinder Croft nursery is registered
under the Care Inspectorate so therefore complaints about the nursery can also be made direct to
them. These can be made through the online complaints form at www.careinspectorate.com or
through the address and contact number below.

Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY
0345 600 9527

This contact information above is also displayed at the drop off area.

Recording of complaints
All complaints within the nursery will be recorded and shared with staff. Both formal and informal
complaints will be recorded with the date of the complaint, who dealt with the complaint, what the
complaint was (a description), action taken and how it was resolved. All complaints made in
writing to the Setting will be provided to the Highland Council HQ, Glenurquhart Road, Inverness
IV3 5NX together with a copy of the Setting’s response within 2 weeks of the date of the issue of
the response.
Informal
The initial approach by a parent, carer or school may be made on an informal basis, orally or as an
informal message. The complaint will always be recorded in the complaints file on site. The staff
will listen and/or read carefully and after discussing the situation with management and the parent
or carer they should agree whether the matter:
• Has been resolved satisfactorily
• Needs further investigation; if this is required the complaint should be resolved within 20 days.
If delays are unavoidable the complainant will be informed of the delay, the reason for it and the
revised time scales
• Should move to the formal complaint process
The staff member will agree the course of action with the parent or carer and carry it out. When an
informal approach is adopted the complainant should be kept informed by the relevant staff
member.









If the complainant is unsatisfied with the outcomes the process will move to more formal
procedures. This appeal process will be recorded as such and parent/carers are welcome to
appeal outcomes throughout a complaints process. Appeals should be made in writing, with a
reason for appealing.
Formal
If the parent or carer wishes to make a formal complaint they should:
• Do so in writing, clearly stating their correspondence as a complaint (by hand or email) to the
nursery manager Stephanie Martin or nursery Chair Merlin Planterose. In regards to the
nursery, they can also contact the Care Inspectorate using the contact details above.
• Receipt of the complaint will be acknowledged with 10 working days by the nursery manager or
Chair.
• Request and arrange a meeting to discuss the complaint and agree on any actions and
timescales.
• Ensure a written record of the discussion made and agreed actions
• Ensure a follow up written correspondence or meeting to finalise a complaint outcome.
• Appeals should be made in writing, with a reason for appealing and further actions and
timescales negotiate to further resolve a complaint.
Most complaints should be resolved at this stage but if not then we would encourage parents to
contact the Care Inspectorate if not already done so.
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