
Policy 12 Working in Partnership with Parents and Carers

(b) Complaints
The centre aims to provide a safe, stimulating and caring environment where children and their families feel welcome and valued. We believe in working together with parents and carers to ensure their children’s needs are identified and met. We welcome comments from parents and carers about the centre and recognise parents and carers are the prime educators of their child and that comments about the centre, whether negative or positive, are made with the children’s interests at heart. Suggestions are welcome and will always be considered, and parents informed of the outcome. Positive comments are a good way for parents and carers to let the centre committee and staff know their work is valued and appreciated. They give everyone concerned the chance to build on good practice which promotes children’s development, and parents and carers are encouraged to praise where appropriate

As a childcare provider we have a duty to know about and follow the legal requirements and guidance set down by the government and OFSTED. 

What if I have a concern?

Anyone having concerns or complaints regarding our staff or services is asked initially to express them directly to the staff involved, who will listen to their views and attempt to resolve the issues concerned by discussion and explanation, and possibly by agreeing a further course of action. If preferred the concern or complaint may be addressed to the leading practitioner or chairperson. No further action will be taken if the matter is satisfactorily resolved. A brief record will be made in the comments file. Most concerns can be resolved at this stage. If you feel that your concern is not resolved through discussion, you should make a formal complaint to the Centre in writing or by email. We will keep you well informed and take prompt and appropriate action if you have concerns.
What will the Centre do?

If you make a formal complaint, in writing or by email, we will investigate fully. We will provide you with an account of the findings of our investigation within 20 days of receiving the complaint. We will tell you about any action we have taken or intend to take as a result of our findings. You can request confirmation by writing or email. The centre is required to keep a record of all written complaints and share appropriate information from that record with parents on request.

What should I do if I am not satisfied?

Occasionally you may not be satisfied with the response after following the complaints procedure, or your complaint may relate to an issue that you feel unable to discuss with us such as a child protection concern. In this case you may contact Ofsted. Ofsted will only consider matters related to the requirements for registration or any conditions of registration.
OFSTED complaints procedure

Complaints related to child protection concerns

Sometimes a complaint raises concerns about the protection of children. Where this is the case Ofsted have a duty to pass on details to the police and/or local authority so they can decide whether to investigate. If you think your child or another child in the care of a childcare provider may be at risk of harm, you should telephone the local authority immediately, then notify Ofsted on 08456 404040. You can get your local authority contact details from your local phone directory, or online at www.dfes.gov.uk/localauthorities/index.cfm?action=authority
Other complaints

How do I contact Ofsted?

· Write to us at Ofsted National Business Unit, Royal Exchange Building, St Anne’s Square, Manchester M2 7LA. Email: enquiries@ofsted.gov.uk

· Telephone us on 08456 404040 (the person you speak to may transfer your call to a colleague who is more able to help). Or speak in person to any Ofsted staff member.
Make a note of any key people, times and dates. You should tell Ofsted if you have already discussed your concern with the Centre and what action, if any, we took. If you have not discussed this with the Centre, Ofsted may ask you why this is the case. You do not have to give your name and contact details but it will help Ofsted to investigate your concern if they are able to contact you, for example, to clarify information. Ofsted try to keep your details confidential if you ask them to; however, this may not be possible in all cases. If Ofsted take any action which results in a court case or a tribunal hearing, it may not be possible to keep your identity confidential. If you provide your contact details Ofsted will send you a letter confirming the information you have given. After reading this letter you can provide any additional information that you think might help.  

If your concern was initially made in writing to the Centre Ofsted may request: 

· a copy of your original written complaint 

· an account of the findings given by the Centre

· any action taken or that is proposed to be taken by the Centre

the reasons why you are not satisfied with the Centre’s response. 

What will Ofsted do

Ofsted will consider your concerns very carefully and will decide how to deal with the matters you have raised. They will carry out:

· an investigation (as outlined above) into any concerns relating to meeting the welfare, learning and development requirements for the Early Years Register 
an inspection into any concerns relating to the requirements for registration on the Childcare Register. 

Once Ofsted have completed the investigation or inspection there are a range of measures used to ensure that a childcare provider complies with the relevant requirements. Ofsted normally take the lowest action necessary to bring about compliance with requirements, taking into account the risks to children and the impact on their welfare. They may raise actions setting out what a provider must do to meet requirements or: 

· serve a legal notice called a welfare requirements notice setting out what steps an early years provider must take and by when in order to remain compliant with the law. It is an offence not to comply with the notice by the date specified

· impose, vary or remove conditions of registration. Conditions restrict or provide permission for the registration to operate in a particular way such as limiting the number of children for whom a provider may care or allowing overnight care

· cancel a registration; Ofsted take this step in exceptional cases where they believe alternative action would not safeguard children or ensure compliance with the law

prosecute a provider if they have committed an offence; Ofsted consider prosecution where they believe other action would not achieve the required outcome and it is in the public interest to do so.

If there is reason to believe that children are at risk of harm Ofsted may suspend a childcare provider’s registration. This allows time to investigate the matters causing concern, and for steps to be taken to reduce or eliminate the risk of harm. A leaflet on suspension is available from Ofsted.

How you will know what Ofsted have done

If Ofsted receive a complaint about a childcare provider who must register on the Childcare Register, and you give your contact details, they will write to you about the outcome of the inspection. Unless Ofsted take steps to cancel registration, they will also publish an inspection letter on their website. This letter sets out whether the childcare provider meets the requirements for registration and, if necessary, any action that they must take in order to remain registered. If the complaint or concern means that other agencies are involved, for example, the local authority or the police, Ofsted may be unable to complete the investigation or carry out an inspection until the other agency has gained enough information to make a decision about what it will do. In these cases, it may be some time before they are able to provide you with any information. 
What if I am not satisfied with Ofsted’s response?

If you are not satisfied after receiving Ofsted’s response to your complaint, you should contact them and they will try to resolve your concern. If you are still dissatisfied, they will tell you how to make a formal complaint about Ofsted.
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