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Stepping Stones Pre School
Complaints Policy

We aim to provide the highest quality education and care for all our children and welcome all families.  We will provide a warm and caring environment within which all children can learn and develop through 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 the community generally and we welcome suggestions on how to improve our Group at any time. We believe that pre-school staff should also be treated with courtesy and respect.

Making Concerns Known
A Parent or carer who has concerns about any aspect of the Group’s provision must first of all talk over any concerns with the Pre-School Manager.

If this does not have a satisfactory outcome, or if the problem recurs, the parent/carer should raise their concerns again or should be put in writing to the Pre-school manager and request a meeting with them and the Chairperson of the Management Committee.  All complaints will be recorded in our complaint book.  Both parents/carers and the Manager can have a friend or partner present, if required, and an agreed written record of the discussion should be made.

It is not acceptable to complain to Ofsted without giving the setting a chance to work with the parents to resolve any issues and reflect on practice in the setting.  

MOST COMPLAINTS SHOULD BE RESOLVED INFORMALLY OR AT THIS INITIAL STAGE.

If the matter is still not sorted out to the parent’s/carers satisfaction, the parents/carers should again contact the Chairperson. If parent/carer cannot reach an agreement, an external mediator will be sought, who is acceptable to both parties who will listen to both sides and offer advice.  A mediator has no legal powers but can help to clarify the situation.  Staff or volunteers with the Early Years Alliance will be available to act as mediator if both parties wish it.

The mediator will help define the problem, review the action so far and suggest further ways in which it might be resolved.  The mediator will keep all discussion confidential.  They will meet with the Group, if requested, and will keep an agreed written record of any meetings that are held and of any advice they have given.

The Role of Ofsted
In some circumstances, it may be necessary to contact Ofsted, who will investigate complaints that the provider is not meeting the requirements of the registers they are on or their conditions of registration. Concerns or complaints can result in Ofsted visiting or writing to a provider to see whether the provider is failing to meet, or failed to meet at the time of any incident, the requirements and conditions of their registration.  

All written complaints to Ofsted will be recorded by them and acknowledged within five working days by them.  A fuller response will be given within 28 working days describing the action that will be taken.  They will also advise if you can get help elsewhere and try to give you details of who to contact.
· Citizens advice bureau 
· Family information service

All complaints made to the group in writing will be recorded on a complaints record form, this will include the source and nature of the complaint, how it was dealt with and the actions and outcomes of the complaint.

We are required to give an account of the findings of the investigation into the complaint and any action taken reported to the parent who made the complaint, within 28 days of the date of the complaint. This will be done by sharing the written record and by a separate letter if appropriate giving more detail to them.

The Ofsted poster with their help line contact details will be displayed in the setting and the complaints procedure is part of our admission pack that all parents receive. 

WE BELIEVE THAT MOST COMPLAINTS ARE MADE CONTRUCTIVELY AND CAN BE SORTED OUT AT AN EARLY STAGE.  WE ALSO BELIEVE THAT IT IS IN THE BEST INTERESTS OF THE PRE-SCHOOL AND PARENTS, THAT COMPLAINTS SHOULD BE TAKEN SERIOUSLY AND DEALT WITH FAIRLY, IN A WAY WHICH RESPECTS CONFIDENTIALITY.


If the complaint concerns harm or possible harm parents/carers can phone the local authority

Dorset Council Family Support and Advice Line 01305 228558

When complaints to Ofsted raise issues about protecting children.  They have a duty to tell the police and local authority what they know so they can decide whether to investigate. 

Useful Contacts
Ofsted
Helpline: - 0300 1234666
Website: - inquiries@ofsted.gov.uk

Dorset Council Family Information Service
familyinfo@dorsetcouncil.gov.uk
01305 221066



THIS POLICY WAS ADOPTED AT A MEETING OF 
THE PRE-SCHOOL HELD ON (DATE)....................................................
SIGNED ON BEHALF OF THE PRESCHOOL...........................................
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