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Complaints, Concerns and Compliments Procedure

Statement of Intent
A concern can be defined as ‘an expression of worry or doubt over an issue considered to be important for which reassurance is sought’ while a complaint can be defined as ‘an expression of dissatisfaction however made, about actions taken or lack of action’ (Best practice advice for school complaints procedures 2016’).
The purpose of a complaints procedure is to provide parents and carers with the means to have any concern or complaint investigated in a fair and thorough manner, and to restore satisfaction and confidence in the service provided by Sussex Community Development Association (SCDA) and Denton Island Nursery, or to remove the sense of grievance.

Denton Island Nursery believe that children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes. We welcome suggestions on how to improve Denton Island Nursery and will give swift and serious attention to any concerns about the running of the Denton Island Nursery. We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate member of staff. If this does not achieve the desired result, we have a set of procedures for dealing with concerns.

Aim

We aim to create an environment in which parents/carers feel they can always approach us with any concern or complaint that they have and that all parents/carers have a sense of trust that these matters will be received sensitively and acted upon appropriately. 

We aim to bring all concerns about the running of Denton Island Nursery to a satisfactory conclusion for all of the parties involved. To achieve this, we operate the following concerns and complaints procedure.
Methods

The parties involved will be notified of the outcome of any complaint including any actions taken within 28 days, wherever possible, from the date the complaint was made.

Stage 1 - Expressing Concerns

If a parent/carer feels worried, concerned or dissatisfied with any aspect of their child’s care or of the service they receive from our staff team then the first stage is to express that concern to a member of staff informally in an appropriate space (away from the children, if possible).  

The child’s key-person is the first contact point for our parents/carers, and most small concerns or worries are often swiftly corrected at this stage after a conversation about the issue. 

Please note that if it is not possible to find an appropriate confidential space to discuss the issue straight away, as looking after the children takes priority, the key-person will ask the child’s parent/carer to come in and discuss it at a more appropriate time.
Concerns may also be raised over the telephone, through email or via one of the nursery’s chill and chat feedback sessions that run alongside our parent’s evenings.
If the parent feels it is more appropriate (or they would feel more comfortable), then they can take their concern directly to a member of the nursery management team to discuss their worries/anxieties or to gain clarification of an issue.

The Nursery team member will document the concern using the form in Appendix A for our records, and we will ask the parent/carer to sign this along with themselves, to say they agree with the content and any further action points, if appropriate. In the case of a telephone call, the contents of the form shall be repeated to the Parent/Carer and they will be asked if they agree to its contents. We will always strive to ensure the parent/carer feels heard and is reassured that we will act where needed to rectify anything necessary. The parent/carer will also receive a copy of this record at the end of the meeting (or a copy will be posted to them in the event of a telephone call within 2 working days).
Stage 2 – making a complaint
If after expressing their concern the parent/carer still feels they have not gained a satisfactory outcome, or if the problem recurs, then the process moves to stage 2 where a formal complaint is made to the Nursery Management Team.  If the issue relates to the Nursery Manager then parents and carers should address their complaint to the Senior Management Team within SCDA directly.
Ideally a formal complaint should be in writing. However in the interests of Equality, Denton Island Nursery will accept complaints made in person or by telephone.   In such cases, the form in Appendix A will be used and all parties will be asked to sign it in order to ensure an accurate record is in place of the nature of the parent’s/carer’s complaint. In the case of a complaint received by telephone, the Nursery Management Team member will repeat the content of the form back to the parent/carer and ask that they agree to its contents, sending them a copy in the post within 2 working days.
The Nursery Manager or member of the Nursery Management Team will send confirmation of receipt of a formal complaint in writing via letter or email within 2 working days together with an invitation to a meeting to discuss the matter in more detail, and a proposed timescale for a response (See Letter Acknowledgement of Complaint Letter, Appendix B).  This will summarise any discussions had with the parent/carer and will set out a proposed time-scale for dealing with the complaint, (this will normally depend on the complexity of the complaint). 

The time scale must allow adequate time for the appointed investigator to speak to all parties involved in the complaint and to liaise with the parent/carer and any other relevant parties.  We aim to complete an investigation within 28 working days of the initial contact, however depending on the complexity of the compliant it may take longer.  

Investigation:

A designated investigation officer (a member of the Nursery Management Team) will follow up the parent’s/carer’s complaint by holding a meeting with them to discuss the matter in more depth. 
The investigator should be a member of the Nursery Management Team not directly involved in the complaint. If the complaint relates directly to the Nursery Manager, then SCDA’s Senior Management Team will appoint someone to assume the lead in the investigation. 
In either case, the investigating person may be assisted with administration relating to the complaint by an employee who will have an understanding of confidentiality e.g. another member of the Nursery Management Team or HR department.
Following this, they will hold confidential discussions with relevant parties, including any potential witnesses and/or investigate equipment where a concern or complaint over the use of a piece of equipment has been expressed. After having completed their investigation, the investigating officer will examine all the evidence obtained and form a conclusion.
Once the investigation process is concluded, the investigation officer will communicate their findings and details of steps taken to resolve the matter, where appropriate, in person back to the parent/carer wherever possible.  The findings will then be summarised in a written letter (please see Findings letter, Appendix C) and sent to the parent/carer to bring an end to the stage 2 process, together with details of the appeal process and to which Director any appeal should be addressed.
This should, wherever possible, be within 28 days from the date the complaint was received.
Stage 3 – Appeal
If, after completing stage 2, the parent/carer is still unhappy with the findings of the investigating officer, then they may lodge a final appeal to the nominated Director of SCDA, stating their reasons for appeal. Reasons for appeal may be that the parent/carer believes either the original investigation process or decision to be flawed or that new evidence, which they should provide along with the letter, has come to light. 

An acknowledgement of receipt of the Appeal will be sent in writing within 5 working days of receipt (Please see Acknowledgement of Appeal letter, Appendix D). Wherever possible, the Director shall state when they are available to meet with the parent/carer to hear the Appeal within the acknowledgement letter, or shall confirm in writing at the earliest available date. 
The nominated Director shall invite the parent/carer to a meeting to hear their case, at which the original investigative officer shall also be present, and review the evidence presented. The investigative officer should ensure they make all the correspondence, interview and meeting notes and any additional evidence available to the Director in advance of the meeting.

At any meetings the parent/carer may have a friend or partner present for support if they so wish, however they are not there to represent the parent/carer nor to join in any discussion. 
The format of the meeting will be that the Appeal Director shall introduce the parties present and ask the parent/carer to state their case regarding their reasons for appeal. The Appeal Director shall then ask the investigation officer to respond to the parent’s/carer’s comments. The Appeal Director shall then ask questions of both parties, and both parties may also ask questions of each other but only addressed through the Appeal Director to keep the process formal (i.e. not ask each other directly).
The Director hearing the case shall then adjourn to make a decision, which will be sent in writing within 7 working days of the meeting (Please see Appeal Findings letter, Appendix E), along with a copy of the notes of the meeting. 
This concludes the SCDA Complaints Procedure. If the parent/carer does not agree with the findings of the Appeal Director, then they may approach Ofsted.
Ofsted
The role of the Office for Standards in Education, Early Years Directorate (Ofsted).

Parents may approach Ofsted directly at any stage of this complaints procedure. In addition, where there seems to be a possible breach of our registration requirements, it is essential to involve Ofsted as the registering and inspection body with a duty to ensure the Statutory Framework for the Revised Early Years Foundation Stage is adhered to. 

Parents can contact Ofsted at the following address:

The National Business Unit

Ofsted

The Royal Exchange Buildings

St Anne’s Square

Manchester

M2 7LA

Tel: 0300 123 1231

These details are displayed on Denton Island Nursery's notice board.

Code of Conduct

We expect that at all stages of this process Nursery staff will treat parents/carers and their families with respect and courtesy, and in return we ask that parents/carers do the same for our staff team.
It is fair and right that parents/carers can express their concern, their dissatisfaction and their worries, however we ask that this is done in a confidential space, away from the children and that these matters are communicated in a calm and appropriate manner.

See bullying and harassment of staff policy.

Exclusions from this Policy
There are some matters that do not fall under the Concerns and Complaints Procedure triggering a different set of actions:

Safeguarding

If a child appears to be at risk, Denton Island Nursery follows the procedures of the Local Safeguarding Children Board in our local authority. Please see our Child Protection and Safeguarding policy.
In these cases, both the parent/carer and Denton Island Nursery are informed and the Denton Island Nursery Manager/Team works with the Local Safeguarding Children Board, the LADO and Ofsted to ensure a proper investigation of the complaint followed by appropriate action.

Unreasonable Complaints

Denton Island Nursery is committed to dealing with all complaints fairly and impartially, and to providing a high quality service to all those who complain.  We will not normally limit the contact complainants have with the nursery.  However, we do not expect our staff to tolerate unacceptable behaviour and will take action to protect staff from that behaviour, including that which is abusive, offensive or threatening.

Please see our Unreasonable Complaints Policy and Bullying and Harassment of Staff policies for details.

Records

A record of complaints against Denton Island Nursery and/or the children and/or the adults working in Denton Island Nursery is kept for a minimum of 3 years, including the date, the circumstances of the complaint and how the complaint was managed.  Records are kept in keeping with our confidentiality policy. Should a request be made by an individual involved to have a copy of the complaint and/or related documents then the names of others involved will be blanked out to protect their right to confidentiality.

COMPLIMENT PROCEDURE

We have a Compliments book available for Parents/carers to view or comment in displayed in the Nursery hallway.  In addition we have received a number of thank-you cards over the years from parents/carers and children who have attended the nursery and these may be viewed in the thank you folder displayed in the same area, please feel free to add your own comments or thank you message to either folder.
On occasions staff may be offered gifts by parents/carers as a compliment and thank-you. In this event staff should have regard to the procedures below;

1. Members of staff, whether seconded or not, who have been offered gifts, should report the offer to the Nursery Manager who will decide if the gift is small enough to accept.

2. The Nursery Manager should also consider if the gift offered could compromise the member of staff and/or SCDA.

3. The above situations must always be recorded, signed by the Nursery Manager and staff member to protect their integrity and SCDA.

4. Should service users or agencies wish to express their appreciation, they should be encouraged to do this in writing to the Nursery or by telephone.

5. If the latter, then details will be taken and recorded.

6. Compliments will be recorded and retained and their volume and type reported at regular staff meetings.

7. Compliments of staff should be circulated provided they do not compromise confidentiality.

8. Where the compliment relates to an individual member of staff, this should be brought to their attention and that of their Line Manager and a copy placed on their HR or personal development file as a matter of permanent record. 

