Complaints – top tips to handling complaints
These tips have been created to support childminders, but are equally as important to all childcare settings
· Remember childminders like all professionals must have a complaints procedure and parent/carers do have the right to complain
· The complaint is aimed at your business and not at you personally
· It is important to stay calm and to not react in the heat of moment. Take time to consider your response and refrain from acting spontaneously
· Listen to the person who is making the complaint and take the complaint seriously.
· Confidentiality – you must maintain confidentiality.  We encourage you to talk things through with your Childcare Advisor.  Please do not share confidential information with other childminders or Lead Childminding Practitioners
· Consider what you want the final outcome to be e.g. resolved positively for all rather than creating conflict, and then consider the best way to get there

· Parents/carers need to know that their complaint is being taken seriously so let them know this and back it up, letting them know you are getting support from your childcare advisor – make changes if required

· Investigate all written complaints relating to the requirements and notify the complainant of the outcome of the investigation within 28 days of having received the complaint.  (Notify the complainant in writing, this doesn’t include text messaging.)

· If the complaint is against a family member or an assistant you have a duty to investigate this and this process needs to be part of your policy/procedure

· When writing your response, address all points without using defensive language and frequent justifications
· Acknowledge the complainants feelings (this does not mean that you are saying they are right), state facts and inform them of actions you are going to take

· Remove personal comments e.g. “you said, I said”
· It is not about winning or losing
· When sharing any changes to your practice with parents following a complaint, always remember to include the complainant if they are still under contract. 
· Remember to keep records of everything. 
· If the complaint is an allegation of serious harm or abuse by you or any person living, working, or looking after children at the premises (or elsewhere) you must inform Ofsted within 14 days 
· Ensure that the Ofsted Parents poster is displayed for parents/carers to access.
Remember that your Childcare Advisor is here to support you through this process so please contact us if you receive a complaint and would like advice and/or someone to talk to
