Lympstone Pre-school

Complaints Policy

Our intention is to work in partnership with parents/carers and the community generally and we welcome suggestions on how to improve our group at any time. 
It is well recognised that the care of our children by carers, other than the parent is a very personal and emotive subject. Many potential difficulties and misunderstandings can be resolved by the development of a close and trusting relationship between the child, parent and carers. Our role will always be to provide an environment so both child and parent are happy and we feel that recourse to the complaints procedure (by any party) should always be the last resort.  We believe children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes. Many concerns can be resolved quickly by an informal approach to the appropriate member of staff. 
If, however, this does not achieve the desired result, the following procedures should be used:

Stage 1

· Your child’s key person should be the first line of contact and they will offer personal support and try to resolve any complaint. If this is not possible please talk to the preschool supervisor.
· If the preschool staff cannot resolve your worries you can talk to a member of your committee or to the chairperson, who is available to discuss matters relating to the preschool both on a formal and informal basis and they will seek to resolve your concerns. 
· If you prefer you can write to the committee outlining your complaint, (giving a copy to the pre-school leader if you feel comfortable in doing so). You can use the complaints form in the welcome pack to do this if you wish. Your complaint will be discussed in confidence at the next committee meeting and afterwards you will receive a letter explaining how we intend to resolve your concerns.
· If you feel that your concerns have not been satisfactorily resolved, you can request a meeting with the pre-school leader and the chairperson of the committee.  Both the parent/carer and pre-school leader can request that they have a friend present to support them during this meeting and an agreed record of the discussion should be made.  All parties will be asked to sign the record and be given a copy.   

We seek to resolve most complaints informally, or through the completion of stage 1.
Stage 2

· If you feel that the matter has still not been satisfactorily resolved, you should contact the chair of the committee again and if it is not possible for an agreement to be made about how to resolve your concerns, you may wish to request that an external mediator is invited to meet with you both.  

· The mediator needs to be someone who is acceptable to both parties. They  will have no legal powers but can help to help define the problem by listening to both sides, reviewing the action so far and suggesting further ways in which the issue might be resolved.  Staff or volunteers within the Pre-school Learning Alliance can be available to act as mediator if acceptable to both parties.  

· The mediator will keep all discussion confidential and will keep an agreed written record of the meeting/s that are held, of any advice s/he has given and of the outcome of the meeting.
· If a difficulty arises that cannot be solved through liaison with the pre-school committee, you can contact our Preschool Learning Alliance Head Office: 02076972500 
Stage 3
· If you remain concerned that your complaint has not been satisfactorily dealt with or resolved, you can contact OFSTED, the organisation that registers the pre-school.

Ofsted National Business Unit
Piccadilly Gate
Store Street
Manchester
M1 2WD

Helpline: 0300 123 1231
Complaints: 0300 123 4666

Website: www.ofsted.gov.uk/parents 

The role of the registering authority
In some circumstances, it will be necessary to bring in the registering body, which has a duty to ensure laid down requirements are adhered to and with whom the Pre-school Learning Alliance works in partnership to encourage high standards. The registering authority would be involved if a child appeared to be at risk or where there seemed to be a possible breach of registration requirements. In these cases both parent and pre-school would be informed and the Pre-school Learning Alliance fieldworker would work with the registering body to ensure a proper investigation of the complaint followed by appropriate action.

Response Times

We will seek to resolve your complaint as quickly as possible.  Some issues can be easily resolved and others are more complicated, because, for example, others need to be consulted, further information needs to be gathered, or further action taken in order to resolve it.  However, we will ensure that we get back to you within 28 days of you making a complaint and will respond in writing to written complaints.   
Records of Complaints

Details of all complaints and follow up action taken will be transferred to an anomonysed form, which will be kept in an openly accessible folder at the pre-school, available for inspection by visitors, parents/carers, in line with OFSTED guidelines.   

We believe that most complaints are made constructively and can be sorted out at an early stage. We also believe that it is in the best interests of the pre-school and parents that complaints should be taken seriously and dealt with fairly and in a way which respects confidentiality.
This policy was adopted at a meeting of the pre-school held on
..................................(date)
Signed on behalf of the pre-school
.....................................................

