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1.​ Policy 
 

1.1.​ It is the Toybox Nursery’s policy to handle complaints as part of the overall strategy to satisfy the 
needs of the children and parents using its services.  

1.2.​ Any expression of dissatisfaction will be treated as a complaint and dealt with accordingly. 
1.3.​ Complaints should be handled:  

1.3.1.​ Confidentially 
1.3.2.​ Fairly 
1.3.3.​ Promptly 

1.4.​ Staff should endeavour to: 
1.4.1.​ Be courteous to the complainant 
1.4.2.​ Respond positively 
1.4.3.​ Offer constructive solutions 

1.5.​ Formal written complaints should be sent to the Nursery Manager for action 
1.6.​ The complaints procedure will be: 

1.6.1.​  Publicly displayed 
1.6.2.​ Monitored regularly 
1.6.3.​ Reviewed and evaluated periodically 

 
2.​ Procedure 

 
2.1.​ Any person dissatisfied with nursery services should be encouraged to make this fact known at the 

point and time of their dissatisfaction to the persons directly involved. 
2.2.​ The first person to be advised of the complaint should, if appropriate, endeavour to resolve the 

difficulty, ensuring that College & Nursery policy and procedures are followed. If it is not 
appropriate for the member of staff to deal with the complaint, it should be referred as soon as 
possible to the Nursery Manager.  Normally, the sequence of activities to be followed should be: 

2.3.​ The complaint, together with any supporting documentation should be forwarded to the Nursery 
Manager. 

 
2.3.1.​ Confirmation of receipt will be sent by the Nursery Manager to the complainant within 5 

working days. 
2.3.2.​ Information will be forwarded to the appropriate Head of Room by the Nursery Manager for 

action with a copy to the Director of Human Resources and a copy to the College 
Complaints Officer. 

2.3.3.​ The complaint will be investigated and a response will be drafted by the Nursery Manager 
and forwarded, via email, to the Director of Human Resources for approval.  The HR 
Director will liaise direct with the College Complaints Officer reporting any further action 
necessary under the College Complaints Procedure. 

2.3.4.​ The final response will be sent out from the Nursery Manager. 
2.3.5.​ Copies of correspondence will be forwarded to the appropriate Heads of Room for 

information with a copy to Nursery Nurses where appropriate and to the complainant. 
2.3.6.​ An Evaluation Form will be sent to the complainant to confirm satisfaction with the 

response received. 
2.4.​ The process should normally be completed within 10 working days of receipt of the complaint. 
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3.​  Feedback 
 

3.1.​ A complaints feedback summary form is completed for all complaints received.  Copies are 
forwarded to the Director of Human Resources to ensure that issues identified and actions taken 
are brought to the attention of all appropriate staff. 

 
4.​  Monitoring 

 
4.1.​ All complaints are logged by category within the Principal’s Office. 
4.2.​ A summary of complaints received is reviewed on a termly basis by the Senior Management Team. 
4.3.​ A yearly report is presented to the College Corporation for information. 
4.4.​ All complaints will be treated seriously and sympathetically.  However, if you are dissatisfied with 

the outcome of your complaint please contact: 
 

4.5.​ CIW, North Wales Region, Government Offices, Sarn Mynach, Llandudno Junction, LL31 9RZ 
4.5.1.​ � 0300 062 5609 
4.5.2.​ 🖷  0300 062 5030 
4.5.3.​ 🖂 ciw@gov.wales / agc@llyw.cymru  
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