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Administration
5.4 Making a Complaint

Policy statement

We strive to deliver a first class service to all children and parents at Beechoak Farm, giving individual attention to their needs and wishes. We welcome suggestions on how to improve our setting and will deal with any concerns promptly. We anticipate that most concerns will be dealt with quickly when brought to the attention of the Officer-in-Charge. If this isn’t possible we have a set of procedures to be followed.
Procedures
· We keep a record of all complaints that reach stage two or beyond. This record is made available to parents as well as Ofsted inspectors.

· The record will detail the circumstances of the complaint, the date and time it was made and how the complaint was managed.

Making a complaint

· Stage One

· Any parent with a concern discusses it with the Officer-in-Charge; the concern will hopefully be resolved amicably and informally.
· We record the issue, and how it was resolved, in the child’s file.
· Stage Two

· If the parent deems the outcome unsatisfactory or if the problem re occurs the parent moves to stage two. Any concerns should be put in the form of a letter to the Officer-in-Charge or the proprietors (Charlotte Muggleton & Steve Crosby)

· The complaint will be stored in the complaints file; a copy may be put into the child’s file. The complaints file will be made available to Ofsted on request.
· On completion of the investigation into the complaint the Officer-in-Charge will discuss the outcome with the parent within 28 days of him/her making the complaint. A summary of the outcome will be stored with the initial complaint.
· Stage Three

· If the parent is not satisfied with the outcome at stage two a meeting will be called with the parent and a representative of theirs, the Officer-in-Charge and the Proprietors. 

· A record of the discussion is made and signed by all parties involved to show their agreement; a copy of the agreement is given to each person.

· A copy will be stored with the original complaint and logged on the complaint file. The complaints file will be made available to Ofsted on request.

· Stage Four

· If an agreement can not be met at stage three an external mediator will be invited to help settle the complaint. Both parties will agree on the mediator who will then review any action taken so far and suggest ways forward.

· The mediator keeps all discussions confidential and will makes notes on all meetings held and advice given.
· Stage Five

· When the mediator has reached a conclusion a meeting will be held between all parties involved to discuss the outcome and reach a conclusion to the original concern. 

· A record will be written and signed by all parties and kept with the original concern. The procedure is concluded.
· The complaint will be stored in the complaints file; a copy may be put into the child’s file. The complaints file will be made available to Ofsted on request.

· The role of Ofsted, Safeguarding Children Board and/ or the Information Commissioner’s Office.

· Parents may approach Ofsted, Safeguarding Children Board and/ or the Information Commissioner’s Office.at any time to share any concerns they may have. 

· Parents can complain to Ofsted by telephone on in writing at:

Ofsted National Business Unit, Piccadilly Gate, Store Street, Manchester M1 2WD

Tel: 0300 123 1231
This information is displayed on the notice board in the main school hallway.
· If a child appears to be at risk, we follow the procedures of the Local Safeguarding Children Board. In this case, both the parent and our setting are informed and Officer-in-Charge works with Ofsted or the Local Safeguarding Children Board to ensure a proper investigation of the complaint, followed by appropriate action.

· The Information Commissioner’s Office (ICO) can be contacted if you have made a complaint about the way your data is being handled and remain dissatisfied after raising your concern with us. For further information about how we handle your data, please refer to the Privacy Notice given to you when you registered your child at our setting. The ICO can be contacted at Information Commissioner’s Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF or ico.org.uk
This policy was adopted by staff at Beechoak Farm Montessori preschool.
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