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Mudeford Wood Preschool


Complaints Procedure

Mudeford Wood Playgroup aims to offer a warm welcome to every child and family, providing a secure, friendly and caring environment in which all children can learn and develop as they play.

We believe children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes. Our intention is to work in partnership with parents/carers and the Community and we welcome suggestions on how to improve our playgroup at any time.

Making concerns known

A parent who is uneasy or worried about any aspect of the Playgroup’s provision should first talk over their concerns with the Playgroup Manager/Deputy Manager. 

If the parent/carer feels unable or unwilling to raise the matter in this way, they can:

a. approach the Parent Representative on the Management Committee 

b. approach the Chair or other Officers of the Management Committee

c. contact Ofsted:

· by telephoning 0300 123 123 or 0300 123 4666
· e-mailing enquiries@ ofsted.gov.uk

· writing to the Complaints Manager, Ofsted National Business Unit, Piccadilly Gate,

Store Street, Manchester. M1 2WD 

In the first instant every effort will be made to resolve matters informally within the setting of the Playgroup. 
In Circumstances where a parent makes any formal complaint relating to the Early Years Foundation Stage (EYFS) welfare requirements, verbally, in writing or by e-mail, it is now a mandatory requirement for the Playgroup to investigate the complaint, take any necessary action and report the outcome of the findings to the parent within 28 days. 

Complaints Procedure

The issues raised by any formal complaint will be dealt with within the following framework and a record of the complaint and outcome will be kept.

a. A matter relating to an individual child should be discussed between the parent/carer and the Playgroup Manager. Any complaint will be brought to the attention of the Management Committee immediately.
b. Where allegations of serious harm or abuse by any person using, working, or looking after children at the premises are identified, the Playgroup has a legal obligation to inform Social Services and Ofsted without delay. (See Early Years Foundation Stage (EYFS) welfare requirements and Safeguarding Policy)
c. Should the matter remain unresolved, the Management Committee will be informed and asked to meet with all parties involved.

d. If the matter raised concerns a general or policy issue, again it should first be raised with the Manager of the Playgroup, who will report it to the Management Committee for consideration.

e. Should an approach on general or policy matters be made via the Parent Representative or Officers it will be reported to all the Management Committee for consideration.
f. Should the matter remain unresolved following the above procedures it should be referred to a specially convened panel consisting of a member of the Management Committee, the Playgroup Manager and an independent expert (e.g. BCP Council Early Years advisor if appropriate). The complaint should be submitted in writing to the panel and the person who has complained should be given the opportunity to address the panel with any additional information. The panel may also require others to submit written information for consideration.

Complaints record: 

In accordance with the Early Years Foundation Stage (EYFS) welfare requirements, the setting will make a written record of all complaint/s received, any action taken and the outcome. These records must be retained for at least 3 years from the date on which the record was made.

If asked, the setting must provide Ofsted with a written record of all complaints made within a specified period and also the action which was taken as a result of each complaint.   

The record of any complaint received should include the following information:

· the nature of the complaint

· how the setting dealt with the complaint

· any actions the setting has taken or proposes to take as a result of its findings

· whether the parent has been provided with an account of the findings, and any action taken, within 28 days of the date on which the complaint was made. 
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