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BALLYBAY KINDERGARTEN CLG

COMPLAINTS POLICY

Ballybay Kindergarten CLG is committed to providing a high-quality service to everyone that comes in contact
with our service and welcome school aged children’s and parent’s views of the service.

We understand that at times families may have a concern or feedback about the service. We are committed
to giving careful attention and a courteous, timely response to your suggestions, comments or complaints so
that we can learn from them and continuously improve our service. Our complaints policy is available to all
parents and guardians, and is also communicated to all parents and guardians at the time of enrolment.
Complaints will be accepted and investigated irrespective of the nature of the complaint or who the person
making the complaint is.

This policy is underpinned by the Child Care Act 1991 (Early Years Services) (Registration of School Aged
Childcare) Regulations 2018.

Informal complaints

We invite all parents/guardians to make an informal complaint where necessary. This should be done in
person, with either the room leader or a member of the board. All informal complaints will be dealt with
promptly and always within a maximum of 5 working days.

Formal complaints

You can make a formal complaint by completing the form at the end of this policy and returning it to the
school either by hand, post or by email to info@monaghanwaldorfschool.ie

We will formally acknowledge your complaint within 5 working days. The Manager/Registered Provider will
assess the complaint and the level of risk posed. If a matter concerns an immediate risk to safety or security the
response will be immediate and will be escalated appropriately. The Manager/Registered Provider will
confirm that the issue raised in the complaint is within the control of the service. If there is more than one issue
raised in the complaint, the Registered Provider will determine whether each issue needs to be separately
addressed. The Manager/Registered Provider will look at addressing the complaint. We will let you know if
this includes an investigation. If the complaint is straightforward, generally someone from the service will
investigate. We will let you know who will be investigating your complaint.

If necessary, an investigation panel is formed to investigate the complaint. The persons investigating the
complaint are in no way involved in the complaint, are not related to the complainant or any staff members
involved in the complaint. Following investigating of the complaint, a separate HR procedure may need to be
invoked. A full response to the complaint will issue within 30 working days. If there is a delay to the timeline of
issuing a response we will notify the person making the complaint as soon as possible.



Investigation

Depending on the nature of the complaint received, the manager/registered provider will determine the type
of investigation that will take place. All complaints are thoroughly and objectively investigated. The
investigation is handled appropriately and sensitively. The person investigating the complaint will aim first to
establish the facts related to the case. In complex cases, an investigation plan will be drawn up outlining how
the complaint will be investigated. When investigating a complaint, all relevant evidence will be looked at. In
the process of the investigation we may need to meet with the complainant to discuss your complaint further.
Complainants can bring a person with them to any such meeting. All staff must participate in the investigation
of a complaint, as required. Any staff member involved in the complaint will be supported throughout the

process.
Outcome and Response

Following the formal investigation of your complaint, we will let you know what we have found via your
preferred form of communication. If necessary, we will produce a longer report. We will explain how and
why we came to our conclusions and outline any changes to policies/procedures, practice and risk
management arising from the investigation. Where no grounds for the complaint are found, the person making
the complaint will be notified and information detailing the next stage will be provided. We will share any
recommendations from our investigation with the complainant and also all relevant staff. We will outline the

appeals process as part of the complaint response.
Appeal

If the complainant is dissatisfied with the response to the complaint, then there is the opportunity to appeal it.
The appeal must be submitted within 5 working days. The appeal is handled by someone who was not
involved in the original complaint process.

Record of Complaints and Confidentiality

An accurate and detailed record of each complaint is kept for a period of 2 years from the date the complaint
has been dealt with. Complaint information is stored confidentially in the service and is only accessed by the
Registered Provider and Manager. The people who have access to complaint records are named at the
bottom of this policy. The record held on file clearly outlines what the complaint was and how it was dealt
with by the service. The record of complaints is available for inspection purposes by authorised persons.

What we expect from complainants

We believe that all complainants have the right to be heard, understood and respected. However, we also
consider that our staff have the same rights. We, therefore, expect you to be polite and courteous in your
dealings with us. We will not tolerate aggressive or abusive behaviour, unreasonable demands or

unreasonable persistence.
Persons to whom complaints can be addressed
Where appropriate, complaints should be brought to the attention of our pre-school teacher and registered

provider: Cait McCarey & Jamie Macleod-Elliott
Additionally, complaints may be brought to the attention of any or all of the members of the board.



Complaint not within the scope of the service

Any complaints not within the scope of the school aged childcare service to investigate, will be referred
appropriately. For example: If there are child safeguarding concerns relating to a complaint, the designated
liaison person is informed, and the child protection policy of the service is followed.

If a complaint involves a potential criminal offence, An Garda Siochana is notified.

Role of TUSLA in the complaints process

If a person making a complaint is dissatisfied with the service's response or feels for any
reason that they cannot bring the concern directly to the manager/registered provider, they
can contact TUSLA's Early Years Inspectorate.

TUSLA's Early Years Inspectorate does not investigate individual concerns or complaints. All
information received is assessed to determine if any concerns relating to the health and
welfare of children exists within the remit of the 2016 Regulations. The information
determines the focus and timing of TUSLA's inspections.

Where TUSLA Early Years Inspectorate considers that there is a potential risk to the health,
safety and welfare of children in an Early Years Service, TUSLA Early Years Inspectorate

will take appropriate actions with the service provider to ensure that the risk is addressed.

To contact TUSLA regarding a concern about this or any early years service you can contact
in the following ways:
Email: early.yearsui@TUSLA.ie
Call: 061461700
Or download a complaints form at: www.TUSLA.ie/services/preschoolservices/concerned-about-the-
operation-of-a-eys/
Send it to: TUSLA Early Years Inspectorate, Unsolicited Information Office, 2nd Floor,

Estuary House, Henry Street, Limerick.

The TUSLA form can also be posted on request.



We recognise that implementation is an ongoing process. Our service is committed to the implementation of
this policy along with the relevant supporting policies and procedures.

This policy will be reviewed every 2 years or as soon as practicable after there has been a material change in
any matter to which the policy refers.

This policy has been published on the service website and is available to view within in the service. It has been
provided to all colleagues, volunteers and any other persons involved with the service. It is readily accessible

to parents and guardians on request. A copy of this policy will be made available to Tusla if requested.

Responsibility for implementation and review rests with the Registered Provider, Person in Charge
and the Board of Directors.

This policy was adopted by Ballybay Kindergarten CLG on this 31st day of July 2025.
Approved by:
Name: Jamie Macleod-Elliott
Designation: Registered Provider, Director & Company Secretary

Signature:

0

Date: 31/07/2025

Version: 002
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