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Complaints Policy 

At Braehead Nursery we believe that children and parents are entitled to expect 

courtesy and prompt, careful attention to their needs and wishes. We welcome 

suggestions on how to improve our nursery and will give prompt and serious 

attention to any concerns about the running of the Nursery. We anticipate that 

most concerns will be resolved quickly by an informal approach to the appropriate 

member of staff. If this does not achieve the desired result, we have a set of 

procedures for dealing with concerns. All records of complaints will be kept for at 

least 3 years. 

Procedure 

We aim to bring all concerns about the running of our Nursery to a satisfactory 

conclusion for all parties involved. To achieve this, we operate the following 

complaints procedure: 

Any parent who is uneasy about an aspect of the nursery provision talks over, first 

of all any worries and anxieties with, their child’s teacher or key worker, Ms 

Baxter (Depute Head Teacher) or Mrs Duncan (Head Teacher). 

If this does not have a satisfactory outcome, or if the problem recurs, the parent 

moves on by writing a formal complaint in writing to Mrs Duncan, the Head Teacher 

who will investigate the complaint. The complaint can expect a written reply in 

acknowledgement of receipt of the complaint, as well as some indication of how and 

when the complaint will be address within 5 working days. 

When a formal complaint has been fully investigated, Mrs Duncan, the Head 

Teacher will ensure that the person who made the complaint is informed, in writing, 

of the outcome within 20 days of receiving the complaint.  

If the person who made the complaint is not satisfied with the outcome of the 

complaint, after an internal investigation has taken place, or at any point during the 

procedures they are entitled to take their complaint further.  In this event they 

should contact: 

Mrs Alison Thomson 

Quality Improvement Officer 

Marischal College 

Broad Street 

Aberdeen  AB10 1AB                                                        Tel:  01224 523873 
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Care Inspectorate 

If you are not happy with the level of care you or someone you care for is 

receiving, we would encourage you to first of all speak to the care service 

itself about your concerns. This is often the quickest way to resolve a 

problem.  

However, you can choose to complain directly to us by either: 

• filling in our complaints form online 

• calling us on 0345 600 9527 

• writing to any of our offices.  

Whichever method you use to, we will deal with your complaint following 

our complaints procedure. 

 

In summary, this means we will: 

• acknowledge that we have received your complaint within three   

working days 

• aim to complete the investigation within 40 working days. 

• let you know if we think there will be a delay and give you the reasons 

for the delay 

• let you know our findings and the outcome of the complaint. 

If you are unhappy with the outcome, you have the right to ask the Scottish 

Public Services Ombudsman (SPSO) to look into our decision. 

The SPSO website has information on making a complaint and the types of 

complaints it looks at. They are the final stage for handling complaints about 

public services in Scotland. 

 

 

 

 
 

http://www.careinspectorate.com/index.php/online-complaint-form
http://www.careinspectorate.com/index.php/our-offices
http://www.careinspectorate.com/index.php/publications-statistics/21-public/complaints-enforcements/82-procedure-for-handling-complaints
http://www.spso.org.uk/index.php/t_self

