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Complaints policy & procedure

Statement of intent

Our setting believes that children and parents/carers are entitled to expect courtesy and prompt, careful attention to their needs and wishes. We welcome suggestions on how to improve our setting and will give prompt and serious attention to any concerns about the running of the setting. 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.

Aim

We aim to bring all concerns about the running of our setting to a satisfactory conclusion for all of the parties involved.

At the playgroup we aim to provide you with the best possible service we can deliver.  However, if there is an area where you are dissatisfied, please tell us, unless we know, we are unable to put it right.

Procedure – How To Complain
In the event of you needing to make a formal complaint we have a procedure to follow ensuring your complaint is dealt with professionally and efficiently.

Please do not discuss outside the playgroup with other parents/carers in the school playground, in the foyer of playgroup etc as this is a confidential issue.

Stage 1

· Any parent/carer who is uneasy or concerned about an aspect of Stepping Stones please talk over, first of all, his/her worries and anxieties with a member of staff/floor manager/office manager or supervisor.

Stage 2

· If this does not have a satisfactory outcome, or if the problem recurs, please move to Stage 2 of the procedure by putting the concerns or complaint in writing to the supervisor.  All complaints will be answered within 28 days.

· Most complaints should be able to be resolved informally at Stage 1 or at Stage 2.

· Complaints will then be written onto a playgroup complaint form (available on request).

Stage 3
· Please request a meeting with the supervisor.  The parent/carer should have a friend or partner present if required.  The supervisor should have another member of staff present.  An agreed written record of the discussion is made.  All of the parties present at the meeting sign the record and receive a copy of it.  A signed record signifies that the procedure has concluded.
· If a mutual decision can not be made, the setting supervisor’s decision is final.

· A record of this meeting, including the decision on the action to be taken, is made.  Everyone present at the meeting signs the record and receives a copy of it.  The signed record signifies that the procedure has concluded.

· All written complaints made are kept in a lockable filing cabinet in the office and available to parents/carers and Ofsted inspectors on request.

Stage 4
· Parents/carers may approach Ofsted directly at any stage of this complaints procedure.  In addition, where there seems to be a possible breach of our registration requirements, it is essential to involve Ofsted as the registering and inspection body with a duty to ensure all Standards are adhered to.

Telephone number for Ofsted – 0300 1231231
Our Ofsted registration number – EY393742
Applications, Regulatory and Contact (ARC) Team, Ofsted, Piccadilly Gate, Store Street, Manchester M1 2WD
Where Ofsted investigate a complaint, a summary will be published on the Ofsted website if an action has been raised. 
Parent/carers who are not satisfied that their child has been able to access their Early Years Entitlement should raise their concerns with the Early Years Entitlement Team, County Hall in the first instance stating the nature of the complaint.

If parent/carers are still dissatisfied with their treatment under the Somerset County Council corporate complaints procedure they can ask the Local Government Ombudsman to investigate their complaint further.

Local Government and Social Care Ombudsman

PO Box 4771

Coventry

CV4 0EH

Advice line: 0300 403 4089

www.lgo.org.uk
Agencies

· If an individual from another agency wishes to make a formal complaint about a member of staff or any practice of the setting, it should be made in writing to the setting manager/supervisor.

· The complaint is acknowledged in writing within 10 days of receiving it.

· The setting manager investigates the matter and meets with the individual to discuss the matter further within 28 days of the complaint being received. 

· An agreement needs to be reached to resolve the matter.

· If agreement is not reached, the complainant may write to the settings supervisor, who acknowledges the complaint within 5 days and reports back within 14 days.

· If the complainant is not satisfied with the outcome of the investigation, they are entitled to appeal and are referred to the owners/directors/trustees.

Ofsted Complaints Record

A record of complaints will be kept, including date, the circumstances of the complaint and how the complaint was managed.  The complaints log and subsequent materials relating to complaints are kept on file for three years or until next inspection at the setting.
All complaints will be dealt with in the strictest of confidence

Further guidance

Complaint Investigation Record (Early Years Alliance 2021)
Updated and implemented Autumn Term 2023 – reviewed regularly and the procedure monitored and evaluated
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