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Complaints Procedure

Aims

The aim of the complaints procedure is to:

· Ensure fair and equal treatment for everyone.

· Ensure accountability for all Pre-School Staff and Committee.

· Enable Parents and Carers to air their grievances in a structured and accountable fashion.

· Enable Staff to voice their grievances and concerns in a structured and accountable fashion.

· Set out a structured hierarchy to deal with complaints.

· To ensure feedback to complainants following the investigation of all complaints.

· Record any complaints received for future reference and for the benefit of Ofsted inspectors.

Hierarchy

The Pre-School has a pre-defined structure of accountability and parents are welcome to make representation to any person in the line, depending on who they feel would be the most appropriate to deal with the complaint:

Pre-School Practitioners » Pre-School Manager/Deputy) » Committee Members »Chair of the Committee »Ofsted 

Ofsted can be contacted on Tel:  0300123 1231 or e-mail: enquiries@ofsted.gov.uk or by post: Ofsted, The National Business Unit, Piccadilly Gate, Store Street, Manchester M1 2WD

Procedure – Complaints by Parents or Staff

                 
Parents can make complaints, in the first instance, to any member of staff.

That staff member should record the complaint and either deal with it at the time, whatever action is taken to resolve the complaint should be recorded and reported to the complainant within twenty four hours.

If a staff member is unable to deal with the complaint then it should be passed to the Pre-School Manager who will acknowledge the complaint within two working days and try to resolve.  

Staff should make complaints, in the first instance, to the Pre-School Manager or directly to the Chair of the Committee if it felt inappropriate to complain to the Pre-School Manager.

The Pre-School manager should deal with any complaint and record the action taken on the complaints record and report that action to the complainant.

If the complaint cannot be dealt with by the Pre-School manager then the details should be passed to the Chair of the Committee, the Committee will fully investigate the complaint and whatever action is taken to resolve the complaint should be recorded and reported to the complainant, within 28 days.

As a last resort and in the most serious of situations the complaint can be passed to Ofsted but every effort should be taken in the first instance to resolve the issue by the Staff and Committee.

Whenever a complaint is reported to the committee it should be fully investigated and the appropriate action taken, including resorting to the grievance procedure if necessary.  

The outcome of any complaint or grievance will be kept confidential, known only by the person who the grievance is against. 

All allegations of abuse, whether physical, emotional, sexual or due to neglect, of any child in the care of the Pre-School must be reported to the Chair of the Committee.  It is the role of the Committee Chair to inform the LADO and  Ofsted if the allegation of abuse is levelled at any member of the Pre-School staff.               

A Complaints Record must be completed for all circumstances and outcomes.
Legal Framework

Statutory Framework for the Early Years Foundation Stage 3.74 and 3.75

Other Documents
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