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Complaints Procedure

Introduction

At Little Acorns Kindergarten, we aim to provide the highest quality of education and care for all children. We want every child and family to feel welcomed, valued and respected and to experience a warm, caring and inclusive environment in which children can learn and develop.

We believe that children and parents/carers are entitled to expect courtesy, respect and prompt attention to their needs and concerns.

We value feedback and suggestions from parents, carers and other members of our community and use feedback to help us continually improve our provision.

We recognise that concerns can often be resolved quickly and informally. We therefore encourage parents and carers to raise concerns with us as soon as possible.

All complaints will be taken seriously, investigated fairly and dealt with as promptly as possible.

Making a Complaint

Parents and carers should normally raise their concern with the Manager in the first instance.

Where the concern relates to the Manager, or where a parent/carer does not feel comfortable raising the matter with the Manager, the concern may be raised directly with a Trustee.

Complaints can be made verbally or in writing. Where a complaint is made verbally and requires investigation, the setting may ask the complainant to provide further details in writing to ensure that the complaint is understood accurately.

Stage 1 – Informal Resolution

The Manager will discuss the concern with the parent/carer and seek to resolve the matter promptly.

The Manager may:

· Clarify the nature of the concern.

· Review relevant information or records.

· Speak with appropriate members of staff.

· Explain the action already taken or proposed.

· Agree any appropriate actions or improvements.

We aim to resolve concerns informally wherever possible.

Where appropriate, a brief record of the concern and outcome will be maintained.

Stage 2 – Formal Complaint

If the parent/carer is not satisfied with the outcome of the informal discussion, they may make a formal complaint in writing to the Trustees of Little Acorns Kindergarten.

The complaint should provide:

· The nature of the complaint.

· Relevant dates and details.

· Any information or evidence the parent/carer considers relevant.

· The outcome they are seeking, where appropriate.

The Trustees will acknowledge receipt of the complaint and arrange for it to be investigated.

Where possible, the complaint will be investigated by someone who has not been directly involved in the matter.

The Trustees will provide a written response explaining:

· The findings of the investigation.

· Any actions that have been taken or will be taken.

· Any improvements identified.

· The reasons for the decision reached.

We aim to provide a full response within 28 days of receiving a formal complaint. If this is not possible because the matter requires further investigation, the complainant will be informed of the reason for the delay and given an indication of when a response can be expected.

Complaints About the Manager or Trustees

Where a complaint concerns the Manager, it should be made directly to the Trustees.

Where a complaint concerns an individual Trustee, that Trustee will not take part in the investigation or decision-making process.

Where a complaint concerns the Trustees as a whole, the setting will consider whether an independent person should be involved in reviewing the matter.

Confidentiality

Complaints will be handled confidentially, and information will only be shared with those who have a legitimate need to know.

However, confidentiality cannot be guaranteed where information needs to be shared to protect a child or adult, to meet a legal or regulatory requirement, or where there is a safeguarding concern.

Records relating to complaints will be retained in accordance with the setting's record-keeping and data protection procedures.

Safeguarding Concerns

A complaint or concern that relates to the safety or welfare of a child will be treated as a safeguarding matter rather than dealt with solely through this complaint’s procedure.

Any safeguarding concern will be managed in accordance with Little Acorns' Safeguarding and Child Protection Policy.

If a child is considered to be at immediate risk of harm, appropriate emergency action will be taken.

Parents and carers should not use the complaints procedure as a substitute for reporting an immediate safeguarding concern.

Whistleblowing

Where a member of staff, volunteer, Trustee or other individual has a concern about serious wrongdoing within the setting, including concerns relating to safeguarding, abuse, illegal activity or serious breaches of regulation, the setting's Whistleblowing Policy should be followed.

A person should not be disadvantaged for raising a genuine concern in good faith.

Complaints About Funded Entitlements

Where a complaint specifically relates to a child's funded entitlement, including the provision of funded hours, Little Acorns will first seek to resolve the matter directly with the parent/carer.

If the matter cannot be resolved, parents/carers may contact Buckinghamshire Council's Early Years team.

Buckinghamshire Council's current guidance provides a separate complaints process for funded entitlement complaints.

Early Years Team
Telephone: 01296 387111
Email: earlyyears@buckinghamshire.gov.uk
Contacting Ofsted

Ofsted regulates and inspects registered childcare providers in England.

Parents/carers should normally raise their complaint with Little Acorns first and follow our complaints procedure.

If a complaint remains unresolved, or if a parent/carer believes that the setting may not be meeting the legal requirements for registered childcare, they can contact Ofsted.

Ofsted cannot resolve individual disputes between parents and childcare providers. Its role is to consider whether the provider is meeting registration requirements and, where necessary, take regulatory action.

Ofsted
Telephone: 0300 123 4666
Email: enquiries@ofsted.gov.uk
Address:

Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD

Parents can also use the online Ofsted complaints service.

Buckinghamshire Council – Early Years Team

For advice regarding early years provision:

Early Years Team
Buckinghamshire Council

Telephone: 01296 387111
Email: earlyyears@buckinghamshire.gov.uk
If a Child Is at Risk

If a child is in immediate danger, call 999.

For safeguarding concerns about a child, contact Buckinghamshire Council's First Response Team:

01296 383 962
Monday to Friday, 9.00am–5.00pm

Outside these hours:

01494 675 802
Our Commitment

Little Acorns believes that complaints and concerns provide an opportunity to listen, learn and improve.

We will ensure that complaints are:

· Taken seriously.

· Treated respectfully.

· Investigated fairly and objectively.

· Dealt with as promptly as reasonably possible.

· Recorded appropriately.

· Used to identify opportunities for improvement.

No child or family will be treated unfairly because they have raised a genuine concern or complaint.

