
Our Vision
To give every child the best start in life

Our Mission
Deliver high quality childcare and exciting opportunities for learning that 
give every child a head start as they prepare for school

Our Values
Care - We take care very seriously 

Quality -  We maintain the highest standards in care and safety and 
provide exceptional early years education

Service -  We provide exceptional service and are integral to supporting 
parents bringing up children 

Value -  Our people are valued and we provide outstanding value for 
our families

Quality policy

Complaints Policy 

Aim of policy

We are committed to providing environments where both children and 
their families are comfortable and happy. We acknowledge that events 
can sometimes be misunderstood or misinterpreted, often through a lack 
of communication. We endeavour to respond to all parents’ remarks in 
order to establish a professional and friendly relationship, in an open, 
honest and tactful way. It is a legal requirement to make a log of all 
written complaints concerning a childcare service.



Complaints Policy 

Your responsibility under this policy

It is essential that all parents feel confi dent to 
express any concerns, in the fi rst instance with their 
child’s key person or the Centre Director. Sensitivity 
must be shown when approaching subjects, such as 
child development, discipline or behaviour.

Meeting your commitment to this Policy

It is essential that any concern requiring an 
investigation is recorded as a complaint and that 
you follow the complaints fl ow chart. This outlines 
the steps that need to be taken for each source 
of complaint and must always be followed. All 
complaints must be entered on the Safety Software 
system as soon as they are received. 
The provider record of complaint 001 and provider 
record of complaint 002 must be completed. You 
must make sure that the complaint is responded to 
within seven days, either in full or by means of a 
letter outlining the time required to investigate and 
to respond. All complaints must be investigated and 
responded to within 28 days (20 days for centres 
in Scotland and 14 days for centres in Wales). HR 
must be informed if the complaint requires a formal 
investigation. Parents must be asked to complete the 
ratings section of the 001 form. 
Parents are welcome to contact Busy Bees National 
Support Centre and any relevant regulatory bodies 
should they wish to discuss any aspect of the centre. 
Contact details of OFSTED, CIW OR Care Inspectorate 
should be on displayed on the parent’s notice board. 
Records of complaints should be retained for 3 years.

See also 
Complaints Guidance 
Complaints Flow chart 

This policy was last reviewed in: March 2021

Signed: Cheryl Creaser - Chief Executive Offi cer

Who is this Policy aimed at?
This policy is applicable to all Busy Bees employees 
who work in centres, offi ce environments and 
remotely in the UK. The word “we” refers to Busy 
Bees and the word “you” refers to employees. 
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