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Cedars – Complaints Policy


All procedures followed in Cedars will always comply with those set out in the School’s Safeguarding policy and Keeping Children Safe in Education guidance. Please see the school’s main website for these. 
Complaints
At Cedars, staff aim to work in partnership with parents and carers to deliver a high-quality childcare service for everyone. Staff are always open to making further improvements and, therefore, feedback is important. The views of children, parents and carers are sought annually through a questionnaire. Parents and carers are always welcome to make suggestions at any time, and these are always used by Cedars staff to seek our further ways in which to enhance the experience of the children attending the club. 
Aim of the policy
If for any reason parental or carer expectations are not fully met, then staff would like to be informed in order to amend practices as necessary for the future. 
The aim of this document is to clarify the procedure that any complainant should follow, in order to have a concern dealt with promptly and appropriately.
How will the complaints be dealt with?
Depending on the severity of a complaint, this may be dealt with in a number of different ways. Overall, the manager will generally be responsible for dealing with complaints. If, however, the complaint is about the Manager, the school’s deputy head (line manager for the Cedars manager), will investigate this.
Stage One
Complaints about aspects of club activity:
· The manager will discuss the matter informally with the parent or carer concerned and aim to reach a satisfactory resolution. The manager is responsible for recording the complaint and outcomes in line with school procedures.
Complaints about an individual staff member:
· If appropriate, parents should initially discuss the matter with the staff member concerned.
· If the parent or carer feels that this is not appropriate, the matter will be discussed with the manager (or the school’s deputy head if it’s about the manger) who will then discuss the complaint with the individual concerned in order to try to reach a satisfactory resolution.
Stage Two
If it is impossible to reach a satisfactory resolution to the complaint through informal discussions, the parent or carer should put their complaint in writing to the manager within fourteen days of the incident/attending date of the child. The details of the incident/allegation should be as full as possible to allow a comprehensive investigation to be carried out. If the complaint is concerning the manager, then it should be addressed to the deputy head of the school, the line manager of the manager of Cedars.
The manager or deputy head will:
· acknowledge receipt of the letter within seven days and investigate the matter within twenty days.
· send a full response in writing, to all relevant parties, including details of any recommended changes to be made to Cedars’ practices or policies as a result of the complaint.
· meet relevant parties to discuss Cedars’ response to the complaint, either together or on an individual basis.

Stage Three
If a mutually satisfactory resolution is not reached, the chair of the governing board is obliged to investigate the matter. Only if an informal complaint fails to resolve the matter should a formal complaint be made to the governing board. This complaint must be made in writing, stating the nature of the complaint, and how the school has handled it so far. 
The parent should send this written complaint to the chair of governors. The chair of governors’ details may be found on the governors’ area website, found via the school website (https://www.berkswichceprimary.co.uk/governors/) or by following the link: https://www.berkswichceprimary.co.uk/contact//. 
[bookmark: _GoBack]The governing board must consider all written complaints within three weeks of receipt. Members of the board will arrange a meeting to discuss the complaint, and will invite the person making the formal complaint to attend the meeting, so that the complainant is able to explain the complaint in more detail. The school gives the complainant at least three days’ notice of the meeting.
After hearing all the evidence, the governors will consider their decision and inform the parent or carer about it in writing. The governors will do all they can at this stage to resolve the complaint to the parent or carers’ satisfaction and will notify the person making the formal complaint within two working weeks.
Stage Four
If any parent is not content that the complaint has been dealt with properly or fully, then they are entitled to appeal to the Secretary of State for Education and Skills or to OFSTED (see below). 
Complaints during holiday periods
This policy also extends to complaints raised during school holiday periods when, for example, a holiday club takes place. If a complaint arises during a holiday period, the time-scales will be extended and will begin on the first day of the new term. However, it is always our approach to respond to complaints as soon as possible; therefore, the Cedars manager and relevant school staff or governors will aim to meet these policy requirements within school holidays where practicable. Should the complaint need to move beyond the informal stage, a timescale for dealing with the submission will be given.
Monitoring and review
The Cedars manager monitors the complaints procedure, in order to ensure that all complaints are handled properly. The manager logs all complaints and records how they were resolved. Records of complaints will be retained for a period of at least three years. Governors are able to examine this log on an annual basis. A summary of complaints is available for parents on request; this will be anonymised and provided within twenty-eight days of the request being made to school. This policy will be reviewed every two years, or before if necessary.
Treatment of staff
Governors fully support staff - that they should on no account be subjected to any verbal or physical abuse or to be publically undermined from any parent or carer. Governors will take any necessary action to protect staff from this occurrence. All complaints are expected to be handled by all parties in a respectful and appropriate manner. 
Child protection complaints
If child protection issues are raised, the Cedars manager is Level Two trained and will follow the procedures of the school’s Safeguarding Policy. The manager will also communicate the situation to the school’s safeguarding lead, the Headteacher. If a criminal act may have been committed, then the manager will contact the police. Please see the school’s Safeguarding Policy for further information. 
Making a complaint to Ofsted 
Any parent or carer can submit a complaint to Ofsted about Cedars at any time. Ofsted will consider and investigate all complaints. Ofsted’s address is: 
Ofsted, Piccadilly Gate, Store Street, Manchester, M1 2WD 
Telephone: 0300 123 1231 (general enquiries) 0300 123 4666 (complaints) 
www.ofsted.gov.uk 
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