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COMPLAINTS PROCEDURE/ POLICY

POLICY STATEMENT
Our setting believes that children and parents 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. We aim to bring all concerns about the running of our setting to a satisfactory conclusion for all of the parties involved.
PROCEDURES
We will keep a log/ record of any concerns that are raised by, a child, parent, or staff. If these concerns are of higher significance, we would ask the person who is making the complaint to complete the Acorns to oaks @ Williamstown Complaint Report Form. We have separating our complaints procedure into four stages.

Stage 1
· Any person who has a concern about an aspect of the setting’s provision talks over, first of all, his/her concerns with the setting leader.
· Most complaints should be resolved amicably and informally at this stage.
Stage 2
· If this does not have a satisfactory outcome, or if the problem recurs, the person moves to this stage of the procedure by putting the concerns or complaint in writing to the setting leader and the owner. This can be done on our template Complaints Report Form.
· The setting stores written complaints from parents in the child’s personal file. However, if the complaint involves a detailed investigation, the setting leader may wish to store all information relating to the investigation in a separate file designated for this complaint.
· When the investigation into the complaint is completed, the setting leader or manager meets with the person complaining to discuss the outcome.
· The person making the complaint must be informed of the outcome of the investigation within 14 days of making the complaint. If a complaint is taking longer to investigate than 14 days another 14 days may be even as an extension to ensure the complaint is investigated thoroughly.
· When the complaint is resolved at this stage, the summative points are logged in the Complaints Summary Record.
Stage 3
· If the person complaining is not satisfied with the outcome of the investigation, he or she requests a meeting with the setting the owner of the setting. The parent should have a friend or partner present if required and the leader should have the support of another member of staff or another company director.
· An agreed written record of the discussion is made as well as any decision or action to take as a result. All of the parties present at the meeting sign the record and receive a copy of it.
· This signed record signifies that the procedure has concluded. When the complaint is resolved at this stage, the summative points are logged in the Complaints Summary Record.
Complaints subject to concurrent consideration:

A complaint may be part of another, wider investigation, such as child protection, or a staff disciplinary process. In these circumstances, or where a complaint relates to any of the following matters:
1. About which the complainant has stated in writing that they intend to take legal proceedings or
1. The Registered Person/Responsible Individual is taking or proposing to take disciplinary proceedings or
1. About which the Registered Person/Responsible Individual has been notified that an investigation is being conducted by any person or body in contemplation of criminal proceedings.

The Registered Person/Responsible Individual considers, in consultation with the complainant and any other relevant agency how the complaint will be handled. In this case the Registered Person/Responsible Individual may decide to discontinue investigating the complaint subject to concurrent consideration if:
1. It appears that to continue, would compromise or prejudice the handling of the wider investigation.  In which case, the Registered Person/Responsible Individual:
1. Informs the complainant of the decision to discontinue.
1. Can resume the investigation at any time.
1. Ascertains the progress of the concurrent consideration and notifies the complainant when it is concluded.
1. Resumes consideration of the complaint where the concurrent consideration is discontinued or completed and the complainant requests that the complaint be considered.  
1. 
An accurate written record of the complaint should always be made including whatever stage or outcome:
· Name of complainant. 
· Nature of complaint. 
· Date and time of complaint. 
· Action taken in response to complaint. 
· Result of complaint investigation. 
· Information given to the complainant, including the date of response 
Care inspectorate Wales role:

· Care inspectorate Wales will not be involved in individual disputes. Care inspectorate’s role within the complaint’s procedures are a service who will deal with any concerns of a regulatory manner.

· There contact details are:

· Care Inspectorate Wales
Welsh Government office
Sarn Mynach
Llandudno Junction
LL31 9RZ

Phone: 0300 7900 126
Email: CIW@gov.wales
As a setting we hope you will not have the need to complain however if you do, we will do our utmost to get this sorted to a satisfied conclusion as soon as is possible. 
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