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	1. Purpose


The purpose of this policy is to provide a clear, fair and accessible process for receiving, investigating and responding to concerns and complaints about WASPS Out of School Club. It also explains how compliments and positive feedback are recorded and used to recognise good practice.
WASPS aims to resolve concerns promptly, openly and professionally. Complaints are treated as opportunities to listen, learn and improve while ensuring that children’s safety, welfare and best interests remain the priority.
	2. Scope


This policy applies to concerns, complaints and compliments raised by parents, carers, children where appropriate, staff, schools, professionals, visitors or other people who use or have contact with WASPS.
It applies to Breakfast Club, After School Club, Holiday Play Schemes, school collections, transport, outings, administration and all activities undertaken on behalf of WASPS. Safeguarding allegations about a child or an adult working with children will be managed immediately under the relevant safeguarding procedures and will not wait for the complaints process to be completed.
	3. Legislative and Statutory Framework



	Primary legislation and regulations
	Statutory guidance and requirements
	EYFS references – effective 1 September 2026

	Childcare Act 2006
	Statutory Framework for the Early Years Foundation Stage – group and school-based providers, dated 13 July 2026 and effective 1 September 2026
	Paragraph 3.100 – parents and carers must be given details of the provider’s policies and procedures

	Childcare (Early Years Register) Regulations 2008
	Ofsted requirements for daycare providers on the compulsory and voluntary Childcare Registers, current in 2026
	Paragraph 3.101 – written complaints procedure, investigation, written record and outcome within 28 days

	Childcare (General Childcare Register) Regulations 2008
	Ofsted complaints procedure and Information for parents about Ofsted’s role in regulating and inspecting childcare, updated 2 April 2026
	Paragraph 3.102 – details of how parents and carers can contact Ofsted must be made available

	Data Protection Act 2018 and UK GDPR
	Working Together to Safeguard Children 2026, where a complaint raises safeguarding concerns
	Paragraph 3.103 – parents and carers must be notified of inspections and provided with the report



	4. Policy


WASPS is committed to providing a service in which concerns can be raised without fear of unfair treatment. All concerns and complaints will be taken seriously, handled sensitively and considered on their individual facts.
WASPS will:
· provide parents and carers with clear information about how to raise a concern or complaint;
· listen carefully and seek to resolve concerns at the earliest appropriate stage;
· investigate written complaints relating to the EYFS requirements fully and fairly;
· protect confidentiality as far as possible while sharing information where required for a fair investigation or to safeguard a child;
· notify the complainant of the outcome within 28 days of receiving a formal written complaint;
· keep an accurate written record of complaints, findings, outcomes and actions taken;
· make complaint records available to Ofsted when requested;
· ensure that no child or family is disadvantaged because a concern or complaint has been raised in good faith; and
· use feedback to strengthen practice, training and quality improvement.
Anonymous concerns will be considered using the information available. However, anonymity may limit the extent to which WASPS can investigate, seek clarification or provide an outcome.
Compliments are welcomed and will be shared with the staff involved. Positive feedback helps WASPS recognise effective practice, celebrate staff contribution and identify what children and families value about the service.
	5. Procedure


1. Raise the concern promptly – Parents and carers are encouraged to speak to the Proprietor as soon as possible. Many concerns can be resolved quickly through a calm, respectful conversation.
2. Informal resolution – The Proprietor will listen, clarify the concern, consider any immediate action and agree how and when feedback will be provided. Where the concern is resolved informally, a brief note may be retained if it relates to safety, welfare, service improvement or a recurring issue.
3. Submit a formal complaint – If the matter is serious, remains unresolved or the complainant prefers a formal response, the complaint should be sent to the Proprietor in writing. Email is acceptable. Assistance will be offered where a person finds it difficult to submit a written complaint.
4. Information to include – The complaint should provide the complainant’s name and contact details, the child’s name where relevant, what happened, when and where it occurred, who was involved, any action already taken and the outcome sought. A complaint will not be rejected solely because some information is unavailable.
5. Acknowledge the complaint – WASPS will acknowledge a formal complaint as soon as reasonably possible, normally within three working days. The acknowledgement will confirm the issue being considered and explain the next steps.
6. Assess immediate risk – The Proprietor will decide whether urgent action is required to protect a child, preserve evidence, address a health and safety risk or notify another agency. Safeguarding concerns will be referred without delay under the Safeguarding and Child Protection Policy.
7. Investigate fairly – The Proprietor will review relevant records, speak to those involved and obtain further information where necessary. People who are the subject of a complaint will be given a fair opportunity to respond. The investigation will remain focused on facts, evidence, children’s welfare and the requirements applying to WASPS.
8. Maintain appropriate confidentiality – Information will only be shared with those who need it for the investigation, safeguarding, legal compliance or professional advice. Complete confidentiality cannot be promised where information must be shared to protect a child or meet a legal duty.
	5. Procedure continued


9. Provide the outcome – The complainant will be told whether the complaint was upheld, partly upheld, not upheld or could not be determined, together with an appropriate summary of findings and actions. Personal or confidential information about another child, family or member of staff will not be disclosed.
10. Meet the statutory timescale – The outcome of a formal written complaint concerning fulfilment of the EYFS requirements will be provided within 28 days of receipt. If a matter is complex, WASPS will keep the complainant informed, but the statutory outcome deadline will still be met.
11. Take action and learn – Where improvement is required, the Proprietor will decide and monitor appropriate action. This may include changes to practice, risk assessments, communication, training, supervision, resources or policies and procedures.
12. Contact Ofsted – A parent or carer may contact Ofsted if they believe WASPS is not meeting registration or EYFS requirements, if they remain dissatisfied after using the WASPS procedure, or if the concern is one they cannot appropriately discuss with the provider. Ofsted regulates compliance but does not resolve private disputes between families and providers.
13. Complaints about the Proprietor – Where the complaint concerns the Proprietor, the complainant may raise it directly with Ofsted. Any safeguarding allegation about the Proprietor must also be referred to the Hertfordshire Local Authority Designated Officer in accordance with the Managing Allegations Against Adults Policy.
14. Compliments – Compliments may be given verbally, by email, through MagicBooking communications, reviews or feedback forms. Significant compliments will be shared with the staff concerned and may be recorded for supervision, appraisal and quality assurance purposes.
	6. Records


WASPS will maintain a confidential complaints record containing, as appropriate:
· date the concern or complaint was received;
· name and contact details of the complainant;
· summary of the complaint and the outcome sought;
· actions taken to assess risk and investigate;
· evidence considered and people consulted;
· findings and outcome;
· date and method by which the outcome was communicated;
· any action plan, learning or follow-up review; and
· whether any external agency was contacted.
Complaint records will be stored securely in the Proprietor’s confidential records. They will not normally be recorded on a child’s general MagicBooking record unless information is directly relevant to the child’s care, welfare or safeguarding and it is appropriate to do so.
In accordance with Childcare Register requirements, written complaint records, investigation outcomes and actions taken will be retained for at least three years. Records will be retained for longer where required by safeguarding, employment, insurance, legal or data retention requirements.
	7. Monitoring


The Proprietor will monitor this policy by:
· reviewing complaints, outcomes and response times;
· checking that statutory records are complete and securely stored;
· identifying repeated themes, risks or communication issues;
· confirming that agreed actions have been completed and evaluated;
· considering compliments and other feedback alongside complaints;
· sharing relevant learning with staff through supervision, meetings or training; and
· making information available to Ofsted when requested.
	8. Review


This policy will be reviewed:
· annually;
· following changes to legislation, the EYFS or Childcare Register requirements;
· following updated Ofsted guidance or inspection findings;
· after a serious complaint, safeguarding concern or significant incident;
· where monitoring identifies repeated concerns or delays; and
· following significant changes to WASPS operations or services.
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	9. Contact Details



	WASPS Proprietor
	Nicola English, FD (Open)
Email: nicola@waspsclub.com

	Ofsted – complaints about registered childcare
	Telephone: 0300 123 4666
Email: enquiries@ofsted.gov.uk
Website: www.gov.uk/complain-about-childcare

	Hertfordshire Children’s Services
	Telephone: 0300 123 4043 (24 hours)
Use this contact where a complaint raises concerns about a child’s safety or welfare.

	Police
	Emergency: 999
Non-emergency: 101

	Immediate concern
	Do not wait for the complaints process where a child may be at risk. Contact Hertfordshire Children’s Services or the police immediately and follow the Safeguarding and Child Protection Policy.



	10. Related Documents


Book 1 – Quality Manual
Staff Handbook
Parent Handbook
A102 – Confidentiality, Data Protection and Information Sharing
A104 – Whistleblowing
A105 – Partnership with Parents and Carers
B201 – Safeguarding and Child Protection
B202 – Managing Allegations Against Adults
F607 – Record Keeping
	11. Commitment



	WASPS Out of School Club is committed to listening carefully, responding fairly and learning from feedback. Concerns and complaints will be handled professionally and without disadvantage to the child or family, while compliments will be used to recognise effective practice and strengthen the quality of the service.




