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Complaints Policy
Ref;  Statutory Framework for EYFS 2008 -  p22&23   Welfare Requirements -  Safeguarding Children.
Unique Child, Positive Relationships.

Key Guidance
 Every Child Matters;   Helping Children to be healthy,


           Protecting Children from harm or neglect and keeping them safe.

United Nations Convention on the Rights of the Child.

Links to Legislation






Children Act 1989 & 2004/6






Data Protection Act 1998

Human Rights Act 1998

Freedom of Information Act 2000.

Introduction


Both abc Nursery, abc Childcare Centre and osca wish to provide the highest standard of care and education for all of our children.  We aim to offer a warm welcome to each individual child and family. We will strive to provide a warm caring environment within which all children can learn and develop through play.
We believe that children and parents are entitled to expect courtesy and prompt, careful attention to their needs. There may however be odd occasions when due to circumstances beyond our control when we have to put the needs of the children first.
We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate person. If this does not achieve the desired result we have formal procedures for dealing with such matters.

We welcome suggestions on how to improve the setting and will give immediate attention to any concerns expressed about the management of the children.

Aim

We aim to bring all concerns expressed by parents and carers to a satisfactory conclusion for all parties involved. In order to achieve this we operate the following complaints procedure.

How to complain

Step 1
Any parent or carer who is uneasy about any aspect of the provision should firstly discuss the problem with the designated Room Leader.

Step 2

If this does not have a satisfactory outcome, or if the problem recurs, they should speak to the manager/ owner.

Most complaints can be resolved at step 1 or 2.
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Step 3

If the matter is still not sorted out to the complainants satisfaction, they should put their concerns in writing and request a meeting with the manager and any staff concerned. It is advisable for the parent/carer to invite a friend to be present and for a written record of the discussion to be made. All parties present at the meeting should sign their agreement of the record with any conclusions made to resolve the problem and receive a copy of it within 28 days of the meeting.

This signed record normally signifies that the procedure has concluded……..however…………
If at the step 3 meeting the parent and the management cannot reach an agreement, an external mediator can be invited to help settle the complaint. This person should be acceptable to both parties, listen to both sides and offer advice. A mediator should keep all discussion confidential. It is possible that separate meetings may be required and the mediator will then keep a written record of any meetings held and of any advice given. A final meeting may take place between all concerned, the purpose of which is to reach a decision upon the action needed to be taken in order to deal with the complaint.

Written records which are signed by all parties as a true record should be made.

The signed record including the decision on the action to be taken signifies that the procedure has concluded.

The role of the Office for Standards in Education, Early Years Directorate (ofsted) and the Herefordshire Safeguarding Children Board.
The address and telephone number of our OFSTED regional centre are……

Complaints and Reinforcement, Royal Exchange Buildings, St Ann’s Square, Manchester. M2 7LA

Tel; 08456  404040   or email   enquiries@ofsted.gov.uk
· These details are displayed in posters on the Notice Boards in both settings.

Children at Risk
If a child appears to be at risk, we follow the procedures of the Herefordshire Safeguarding Children’s Board in our Local Authority.   See Safeguarding Children Policy.

In these cases, both the parent and the manager of the setting concerned are informed. The manager will work with ofsted and officers of the Herefordshire Safeguarding Children Board to ensure that the complaint is properly recorded and followed by appropriate actions.

Records

A record of any complaint against abc settings or osca and/or children and/or adults working at abc will be kept. This will include the date, the nature of the complaint, how the complaint was managed and what the outcome was. The public record will not give personal details. Detailed reports and/or notes will be kept as other confidential records in a secure place.
Unless the written complaint is anonymous, complainants will be notified of the outcome in writing within 28 days or sooner if possible.

This procedure was reviewed and updated on 18/10/2010 signed………………..
Again in Jan 2011……signed Margaret Beeley







Margaret Beeley

