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Parents as Partners Policy 
 
At Stepping Stones Nursery we welcome all parents* as partners and support a two-
way sharing of information that helps establish trust and understanding. We are 
committed to supporting parents in an open and sensitive manner and include them 
as an integral part of the care and early learning team within the nursery. Working 
together ensures we can meet the individual needs of the family and child and 
provide the highest quality of care and education.  
 
The key person system supports engagement with all parents and we use strategies 
to ensure that all parents can contribute to their child’s learning and development.  
 
We ask parents to contribute to initial assessments of children’s starting points on 
entry and they are kept well informed about their children’s progress. We encourage 
parents to support and share information about their children’s learning and 
development at home and the key person seeks to engage them in guiding their 
child’s development at home too. The key person system ensures all practitioners 
use effective, targeted strategies and interventions to support learning that match 
most children’s individual needs. 
 
Our policy is to: 
 

• Recognise and support parents as their child’s first and most important 
educators and to welcome them into the life of the nursery 

• Generate confidence and encourage parents to trust their own instincts and 
judgement regarding their own child 

• Welcome all parents into the nursery at any time and provide an area where 
parents can speak confidentially with us as required 

• Welcome nursing mothers. The nursery will make available a private area 
whenever needed to offer space and privacy to nursing mothers 

• Ensure nursery documentation and communications are provided in different 
and accessible formats to suit each parent’s needs if and when needed, e.g. 
Braille, multi-lingual, electronic communications  

• Ensure that all parents are aware of the nursery’s policies and procedures. A 
detailed parent prospectus will be provided and our full policy documents will 
be available to parents at all times on the nursery website  

• Maintain regular contact with parents to help us to build a secure and 
beneficial working relationship for their children 

• Support parents in their own continuing education and personal development 
including helping them to develop their parenting skills and inform them of 
relevant conferences, workshops and training, where required 

• Create opportunities for parents to talk to other adults in a secure and 
supportive environment through such activities as open days, parents’ 
evenings and a parents’ forum 

• Inform parents about the range and type of activities and experiences 
provided for children, the daily routines of the setting, the types of food and 
drinks provided for children and events through the Blossom App 

• Operate a key person system to enable parents to establish a close, working 
relationship with a named practitioner and to support two-way information 
sharing about each child’s individual needs both in nursery and at home. 
Parents are given the name of the key person of their child and their role 
when the child starts and updates as they transition through the setting 



• Inform parents on a regular basis about their child’s progress and involve 
them in shared record keeping. Parents’ evenings are held at least twice a 
year. The nursery consults with parents about the times of meetings to avoid 
excluding anyone 

• Actively encourage parents to contribute to children’s learning through 
sharing observations, interests and experiences from home. This may be 
verbally, sharing photographs or in written form 

• Agree the best communication method with parents e.g. blossom, email, face-
to-face, telephone and share information about the child’s day, e.g. food 
eaten, activities, sleep times etc.  

• Consider and discuss all suggestions from parents concerning the care and 
early learning of their child and nursery operation 

• Provide opportunities and support for all parents to contribute their own skills, 
knowledge and interests to the activities of the nursery including signposting 
to relevant services, agencies and training opportunities 

• Inform all parents of the systems for registering queries, compliments, 
complaints or suggestions, and to check that these systems are understood 
by parents 

• Make sure all parents have access to our written complaints procedure 
• Share information about the Early Years Foundation Stage, young children's 

learning in the nursery, how parents can further support learning at home and 
where they can access further information 

• Provide a written contract between the parent(s) and the nursery regarding 
conditions of acceptance and arrangements for payment 

• Respect the family’s religious and cultural backgrounds and beliefs and 
accommodate any special requirements wherever possible and practical to do 
so 

• Inform parents how the nursery supports children with special educational 
needs and disabilities 

• Find out the needs and expectations of parents. We will do this through 
regular feedback via questionnaires, suggestion system and encouraging 
parents to review working practices. We will evaluate any responses and 
publish these for parents with an action plan to inform future, policy and staff 
development. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



EYFS: 3.75, 3.76 
 
Complaints and Compliments Policy  
 
At Stepping Stones Nursery we strive to provide the highest quality of care and 
education for our children and families and believe that all parents* are treated with 
care, courtesy and respect.   
 
We hope that at all times parents are happy and satisfied with the quality and service 
provided and we encourage parents to voice their appreciation to the staff concerned 
and/or management. We record all compliments and share these with staff.  
 
We welcome any suggestions from parents on how we can improve our services, 
and will give prompt and serious attention to any concerns that parents may have. 
Any concerns will be dealt with professionally and promptly to ensure that any issues 
arising from them are handled effectively and to ensure the welfare of all children, 
enable ongoing cooperative partnership with parents and to continually improve the 
quality of the nursery.  
 
We have a formal procedure for dealing with complaints where we are not able to 
resolve a concern. Where any concern or complaint relates to child protection, we 
follow our Safeguarding/Child Protection Policy. 
 
Internal complaints procedure 
 
Stage 1 
 
If any parent should have cause for concern or any queries regarding the care or 
early learning provided by the nursery, they should in the first instance take it up with 
the child's key person or a senior member of staff/room leader.  If this is not resolved, 
we ask them to discuss this verbally with the manager.  
 
Stage 2 
 
If the issue still remains unresolved or parents feel they have received an 
unsatisfactory outcome, then they must present their concerns in writing as a formal 
complaint to the nursery manager. The manager will then investigate the complaint in 
relation to the fulfilment of the EYFS requirements and report back to the parent 
within 28 working days. The manager will document the complaint fully, the actions 
taken and the outcome in relation to it in the complaints log book.    
(Most complaints are usually resolved informally at stage 1 or 2.) 
 
Stage 3 
 
If the matter is still not resolved, the nursery will hold a formal meeting between the 
manager, parent and a senior staff member to ensure that it is dealt with 
comprehensively. The nursery will make a record of the meeting and document any 
actions. All parties present at the meeting will review the accuracy of the record, and 
be asked to sign to agree it and receive a copy. This will signify the conclusion of the 
procedure. 
 
Stage 4  
 
If the matter cannot be resolved to their satisfaction, then parents have the right to 
raise the matter with Ofsted. Parents are made aware that they can contact Ofsted at 
any time they have a concern, including at all stages of the complaints procedure, 



and are given information on how to contact Ofsted. Ofsted is the registering 
authority for nurseries in England and investigates all complaints that suggest a 
provider may not be meeting the requirements of the nursery’s registration. It risk 
assesses all complaints made and may visit the nursery to carry out a full inspection 
where it believes requirements are not met.  
 
A record of complaints will be kept in the nursery. The record will include the name of 
the complainant, the nature of the complaint, date and time complaint received, 
action(s) taken, outcomes of any investigations and any information given to the 
complainant including a dated response.  
 
Parents will be able to access this record if they wish; however, all personal details 
relating to any complaint will be stored confidentially and will be only accessible by 
the parties involved. Ofsted inspectors will have access to this record at any time 
during visits to ensure actions have been met appropriately.  
 
The record of complaints is made available to Ofsted on request.  
We will follow this procedure for any other compliments and complaints received from 
visitors to the provider, where applicable.  
 
Contact details for Ofsted:  
  
Email: enquiries@ofsted.gov.uk 
 
Telephone: 0300 123 1231    
 

By post: 

Ofsted 
Piccadilly Gate 
Store Street 
Manchester 
M1 2WD 
 
Parents will also be informed if the nursery becomes aware that they are going to be 
inspected and after inspection the nursery will provide a copy of the report to parents 
of children attending on a regular basis.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



EYFS: 3.75 – 3.76, 3.80 
 
Conflict Resolution with Parents and Aggressive Behaviour Policy 
 
At Stepping Stones Nursery we believe that we have a strong partnership with our 
parents* and an open door policy to discuss any matters arising (if applicable).  
 
If, as a parent, you have any concerns or issues you wish to raise with the nursery 
then please follow the complaints procedure.  
 
In the case of a parent emailing, calling or using social media to complain the nursery 
will direct them to the correct procedure for raising a complaint.  
 
We have a zero tolerance on abusive calls, emails, social media contact and face to 
face confrontation. 
  
Calls of an aggressive/abusive manner 
 
The call taker receiving a call leading to abusive/aggressive will remain calm and 
professional and ask them to follow the complaints policy. If the abuse continues the 
call taker will end the call. Any abusive calls will be logged with an outline of the 
conversation. 
 
 Emails of an aggressive/abusive manner 
 
The responder will ask the parents to come into the setting to speak in person, as per 
our complaints policy. If the emails persist the manager may seek legal action. All 
emails will be kept as evidence until the matter is resolved. 
 
Social Media 
 
If slanderous or abusive messages appear on any social media sites, we will address 
these immediately with a request to follow our complaints procedure. We will 
endeavour to resolve any issue raised through our complaints procedure. If 
slanderous/abusive messages continue we will seek legal action against the 
complainant. 
 
In the event that any person inside the nursery starts to act in an aggressive manner 
at the nursery, our policy is to: 
 

• Direct the person away from the children and into a private area, such as the 
office (where appropriate)   

• Ensure that a second member of staff is in attendance, where possible, whilst 
continuing to ensure the safe supervision of the children 

• Remain calm and professional in order to calm the aggressive person, 
making it clear that we do not tolerate aggressive or abusive language or 
behaviour  

• If the aggressive behaviour continues or escalates, we will contact the police 
in order to ensure the safety of our staff team, children and families 

• If the person calms down and stops the aggressive behaviour a member of 
staff will listen to their concerns and try to resolve the issue 

• Following an aggressive confrontation an incident form will be completed 
detailing the time, reason and any action taken  

• Any aggressive behaviour from a parent could result in the withdrawal of a 
place for the children. Parents will be informed, by the management team, in 



writing within 3 days of any incident that involved aggressive or threatening 
behaviour to their staff 

• Management will provide support and reassurance to any staff member 
involved in such an incident  

• Management will signpost parents to organisations/professionals that can 
offer support if applicable. 

 
This policy will be followed in the event of any other visitors/member of the public 
displaying this type of behaviour either by phone, email, social media or in person.  
 
* For the purpose of this publication the term ‘parents’ will be used to describe all 
types of primary caregivers, such as biological and adoptive parents, foster carers 
and guardians. 
 


