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CLIFTON PLAYGROUP LTD
COMPLAINTS POLICY AND PROCEDURE
1. INTRODUCTION
Clifton Playgroup is committed to resolving complaints at the earliest opportunity through an informal process, working closely with parents to ensure that their concerns are heard and the needs of their children are met.

2. COMPLAINTS FROM PARENTS
Parents are encouraged to discuss any concerns they have about their child’s care with the Playgroup Manager at the beginning or end of a session, who should deal any issues in an open and non-defensive manner. 

Playgroup staff / helpers who have information disclosed to them by parents must inform the Playgroup Manager and ensure that they inform the parents that this is the procedure.

Details of any informal complaints and action taken to resolve them are provided on a regular basis to the Board of Directors by the Playgroup Manager.

If a parent does not wish to discuss the issue with the Playgroup Manager or is unhappy with the response provided, then the complaint should be referred to the Chair of the Board of Directors as follows:
Chair: 
Jane Suddens
chair@cliftonplaygroup.org.uk
If the Chair is able to resolve the complaint informally then they will feed back to the Playgroup Manager on the action taken and table any significant issues for discussion at the next Board of Directors meeting.

If the Chair is unable to resolve the complaint informally through discussion with the parent, then the parent will be asked to submit details of their complaint in writing addressed to the Chair.

In the event of receipt of a written complaint, the Chair will consult with the other Playgroup Officers within seven days and begin any investigation required. If necessary, a meeting of the full Board of Directors will be called to discuss the issue and to agree the response / action required. 

Clifton Playgroup will provide a written response notifying the complainants of the outcome of any investigation and the decision / action taken within 28 days of receiving a written complaint.

If a parent remains unhappy with the action taken in response to their complaint then they should contact Warwickshire County Council or Ofsted for further confidential advice.  However, it should be noted that the Board of Directors’ decision is final.

Warwickshire County Council Childcare Support Service

Eastern Area Childcare Support Centre

Boughton Leigh Children's Centre

Wetherell Way (Hollowell Way)

Rugby

CV21 1LT

Tel: 01788 547400

Fax: 01788 576097

Email: rugbychildcaresupportcentre@warwickshire.gov.uk
Ofsted

Royal Exchange Buildings
St Ann's Square
Manchester
M2 7LA

Tel: 0300 123 4666 (8.00am to 8.00pm, Monday to Friday)

Web: http://www.ofsted.gov.uk/Ofsted-home/About-us/Contact-us/How-to-complain 
This procedure is displayed on the Parent/Guardian notice board.

3. RECORD KEEPING

A record of written complaints is kept for a minimum of three years.

We are committed to providing Ofsted, on request, with a written record of all complaints made during any specified period and details of the action taken as a result.
Complaints Policy & Procedure © Live & Local
Page 1 of 2
Last Reviewed: <Date> 
Clifton Playgroup Ltd
Complaints Policy & Procedure
Page 1 of 2
Last reviewed: September 2010

