COMPLAINTS POLICY.

	Windmill Pre-School aims to welcome each individual child and his/her family and to provide a warm, caring environment within, 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 and welcome suggestions on how to improve our group at any time.

Parents/carers

Making Concerns Known to the Pre-School.

1. If you have any queries or concerns about your child, a member of staff or the Pre-School, please discuss them with the Person in Charge.  All
concerns will be documented.
2. If you are not happy with the outcome, you can ask to speak to Claire Baker, the Pre-school’s Manager who can be contacted on: 01844 238859.
3. If a serious complaint is made that suggests a child may have been put at risk or harm then the LADO (Local Authority Designated Officer) should be advised.  Contacted on:  01296 382070
Making a Complaint.

1. If you need to make a formal complaint about the Pre-School, you will need to put your complaint in writing, or E-mail Claire Baker, at the following address:                Windmill Pre-School
                                Brill C of E Combined School

                                Brill

                                Bucks

                                            HP18 9RY

E.Mail: wps@windmillpre.plus.com
2. The Pre-School will conduct an internal investigation of all written complaints and notify you of their findings, including any action taken within 28 days of the complaint being received.

3. A record of all complaints will be kept and be available to Ofsted and parents, should they request to see it and the action which was taken as a result of each complaint.

4. A written record of all complaints and the outcome will be kept for at least 3 years.
5. If the parent/carer is not satisfied with the outcome of the investigation, they must request a meeting with the pre-school manager and the committee chair.
6. If at the stage three meeting the parent and Pre-School cannot reach agreement, an external mediator is invited to help to settle the complaint. This person should be acceptable to both parties, listen to both sides and offer advice.  A mediator has no legal powers but can help to define the problem, review the action so far and suggest further ways in which it might be resolved.

7. Staff or volunteers within the Pre-School Learning Alliance are appropriate persons to be invited to act as mediators.

8. The mediator keeps all discussions confidential. S/he can hold separate meetings with the Pre-School personnel (Pre-School Leader and Chair of the Parent’s Management Committee) and the parent, if this is decided to be helpful. The mediator keeps an agreed written record of any meetings that are held and of any advice s/he gives

9. When the mediator has concluded her/his investigations, a final meeting between the parent, the Pre-School Leader and Chair of the Parent’s Management Committee is held. The purpose of this meeting is to reach a decision on the action to be taken to deal with the complaint. The mediator's advice is used to reach this conclusion. The mediator is present at the meeting if all parties think this will help a decision to be reached. A record of this meeting, including the decision on the action to be taken, is made. 

10. If you are not happy with the finding of the investigation at any stage you can contact Ofsted’s Early Years Complaints at the following address:  

           Ofsted

           Piccadilly Gate 

           Store Street

           Manchester 

           M1 2WD
       Ofsted’s Early Years Complaints line:

        03001234666

11. We believe that your concerns are made constructively and can be sorted out at an early stage.  We also believe that it is in the best interest of the Pre-School and parents that complaints should be taken seriously and dealt with fairly and in such a way, which respects confidentiality.

Staff

1. If you have any queries or concerns about a member of staff or the Pre-School, please refer to the procedure above.

2. The Pre-School will ensure that records of all complaints are kept for at least 3 years.

This policy was reviewed with no amendments on 28th September 2022
Bryony Smith - Chair of Windmill Pre-School Management Committee
…………………………………………

Claire Baker – Manager of Windmill Pre-School

…………………………………………..

	


