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Our commitment
At Little Lanes, we aim to work in partnership with parents and carers to provide a high-quality childcare service. We welcome concerns and complaints as an opportunity to put things right and improve our practice. Raising a complaint will not disadvantage a child or their family.
This policy is available on our website and on request at the Club.
Who to contact
Complaints about Little Lanes
Megan — Manager
Email: littlelanesoosc@hotmail.com
Complaints about Megan
Cheri
Telephone: 07950 875097
Cheri will arrange an appropriate way to receive and record the complaint. Nobody will investigate a complaint about themselves. If the usual contact is involved, an appropriate person who is not involved will handle it.
Stage one — informal concerns
Parents and carers are encouraged to raise concerns with the manager as soon as possible. We will listen, discuss what has happened and try to reach a satisfactory resolution. We will record concerns and agreed actions where appropriate.
Parents do not have to approach the staff member their complaint concerns. They may go directly to the manager or use the formal procedure without first completing the informal stage.


Stage two — formal complaints
Parents and carers can make a formal complaint by email or letter. Where someone needs help putting a complaint in writing, we will offer support to record it and ask them to confirm that the record is accurate.
Please include the child’s name, details of the concern and relevant dates, any steps already taken, the outcome sought and contact details for a response.
The person handling the complaint will:
Acknowledge receipt within 7 calendar days.
Investigate fairly, considering relevant information and speaking to those involved where appropriate.
Consider whether the complaint relates to our responsibilities under the EYFS or Childcare Register.
Provide a written outcome as soon as reasonably possible and within 28 calendar days of receiving the complaint.
Explain the findings and any action taken or planned, and offer a discussion of the outcome where helpful.
Moving a complaint between stages or staff members will not restart the response deadline.
We will protect confidential information. The complainant will receive an explanation of the outcome, but this may not include private information about other children, families or staff, including confidential disciplinary details.
If dissatisfied, the complainant may ask Cheri to review how the complaint was handled, provided she was not already involved. This does not prevent them from contacting Ofsted at any time about registration requirements.
Safeguarding concerns and allegations
Concerns about a child’s safety are acted on immediately under our Safeguarding Policy. They do not wait for the informal or formal complaints process. The Designated Safeguarding Lead will follow the appropriate referral procedures, including contacting Children’s Services or police where required. If a child is in immediate danger, call 999.
Allegations about an adult working with children that meet the relevant threshold will be referred to the Local Authority Designated Officer (LADO) within one working day. We will seek and follow LADO advice before undertaking an internal investigation that could interfere with safeguarding or police enquiries.
If the concern involves the manager or a Designated Safeguarding Lead, it must be passed to an appropriate alternative person or directly to the relevant safeguarding agency. The person concerned will not manage the allegation about themselves.
We will notify Ofsted of reportable allegations and incidents as soon as possible and within 14 days, in accordance with notification requirements.


Records and confidentiality
We will keep a secure written complaints record covering:
The date received and nature of the complaint.
Relevant registration requirements.
The investigation and information considered.
The outcome and response date.
Actions taken or planned, including any changes to practice.
Complaints records will be retained for at least three years and made available to Ofsted on request. Where a complaint also involves safeguarding, the related safeguarding records will be retained in accordance with our safeguarding and records-retention procedures.
Access will be restricted to those who need the information to handle the complaint or fulfil safeguarding, legal or regulatory responsibilities.
An anonymised summary of complaints and resulting actions is available to parents and carers on request. We will not share identifiable information about other children, families or staff.
Contacting Ofsted
Parents and carers may contact Ofsted at any time if they believe Little Lanes is not meeting its registration requirements. They do not have to complete our complaints procedure before raising a safeguarding or regulatory concern.
Ofsted concerns and complaints: 0300 123 4666
Email: enquiries@ofsted.gov.uk
General enquiries: 0300 123 1231
Information: www.gov.uk/complain-about-childcare
Ofsted reviews information received and decides whether regulatory action is needed. This may include inspection, requiring action by the provider or working with other agencies. Ofsted does not resolve individual disagreements with childcare providers.
Policy approval and review
This policy will be reviewed within 12 months of adoption and sooner if requirements or our arrangements change.
Adopted by: Little Lanes Out of School Club
Date approved: __________________  Review date: __________________
Signed: ________________________  Name and role: __________________
References and related policies
Current EYFS framework for group and school-based providers (September 2026); applicable Childcare Register requirements; Ofsted complaints and notification guidance; Hertfordshire Safeguarding Children Partnership procedures. Read alongside the Little Lanes Safeguarding Policy and records-retention procedures.
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