PARENTS AND INFORMATION

	COMPLAINTS POLICY
	Policy Statement
Playdays believes that children, parents, their families, staff and visitors are entitled to expect courtesy and attention to their needs and wishes.  We welcome suggestions on how to improve our setting and will give prompt attention to any concerns you may have.  We anticipate that most concerns will be resolved quickly.  If this does not happen we have a set of procedures in place for dealing with concerns.  We aim to bring all concerns about the running of our setting to a satisfactory conclusion for everybody involved.  We keep a written record of any complaints that reach stage two and above, and their outcome.  This is made available to parents and ofsted, at their request.  

Procedures
Stage 1
Any parent who has a concern about their child or any aspect of the setting may speak with a Manager or the child’s keyperson.
Most complaints are resolved amicable and informally at this stage.
Stage 2
If a complaint does not have a satisfactory outcome, or if the problem occurs again then the parent should put the complaint/concern in writing to the setting’s Managers. 
The setting stores written complaints in the child’s file, however if the complaint involves a detailed investigation then it will be stored in a complaints book.  
When the investigation has been investigated then the Managers will speak with the Parents to let them know of the outcome
Parents will be informed of the outcome within 28 days of the complaint being made
Stage 3
If the parent is not satisfied with the outcome of the investigation then a meeting will be held with the Managers.  
A written record of the meeting is made as well as any decision or action.  All those present will sign this record and receive a copy
This signed record signifies that the procedure has concluded
Stage 4
If an agreement has not be made by this stage and the complaint has not been resolved then an external mediator is invited to help settle the complaint.  This is usually one of The London Borough of Sutton’s Early Years Advisors.  This person should listen to both sides an offer advice.  They have no legal powers but hopefully they can resolve the problem.  The mediator will keep records of all discussions confidential.  
Stage 5
When the mediator has concluded his/her own investigation a final meeting between Managers and Parents will be arranged.  The purpose of this meeting is to reach a decision on how to deal with the complaint.  A record of the meeting including the action to be taken is made. 

OFSTED AND THE LOCAL SAFEGUARDING BOARD
Parents are entitled to approach Ofsted at any stage of the complaints procedure.  This is of particular importance if there has been a breach of the setting’s registration requirements.  The number to call Ofsted with regard to a complaint is:
	03001234666
These details are displayed on our Notice Board
If a child appears to be at risk then we will follow the procedures of the Local Safeguarding Board
In these cases we will work with both the Parent ,Ofsted and Safeguarding Board to ensure a thorough and proper investigation is carried out.

This policy was updated on:  25th September 2025
Signed:		[image: Caroles signature.jpg]		C.J.MOORE/MANAGER
		[image: My signature.jpg]		G.V.DAVEY/MANAGER
                [image: Linda's signature.jpg]		L.A.SPECK/MANAGER



image1.jpeg




image2.jpeg
e




image3.jpeg




