Complaints policy

The statutory framework for children under the age of 5 years in England is the Early Years
Foundation Stage (EYFS). | must also comply with the Childcare Register requirements for
children over the age of 5.

It is a requirement of the Childcare Register to write this policy and share it with parents.

If parents wish to make a complaint about any aspect of our care of their child related to the
early years or Childcare Registers, they can do so verbally or complete a form which will be
provided on request.

Depending on the nature of the complaint, it will be investigated internally or passed to other
agencies and / or professionals to investigate. The outcome of any investigation will be
shared with the complainant if contact details are provided. The complainant can also
contact Ofsted — details on the Ofsted poster.

We are required to keep a written record of the complaint to share with Ofsted and we might
be required to share the complaint with other agencies depending on the nature of the
complaint. The Childcare Register (relating to children over the age of 5 years) requires us to
keep a written record of the complaint for 3 years, including details about the outcome of the
investigation and any action taken. To comply with data protection legislation, the Complaint
Record and other documentation will be shredded (paper records) or securely deleted
(online records) after the required retention period.

If a complaint is made regarding a data breach, related to the General Data Protection
Regulation (GDPR) or UK data protection legislation, We must report the breach within 72
hours. The Information Commissioners Office (ICO) state that parents have the right to
complain: ‘If a data breach could result in discrimination, reputation damage, financial loss or
[if] loss of confidentiality occurs.’

There is further information on the ICO website: https://ico.org.uk/for-organisations/report-a-
breach/.

If you have any questions, please ask. Thank you.
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