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Description automatically generated]Complaints Policy and Procedure
We welcome feedback from all parents and staff, as this helps us to develop and improve our service to ensure each child has the best care possible. Should you have concerns or complaints about the service, a member of staff, child or any part of the routine or operational procedures including policies, we would invite you to follow the complaints procedure below. 
We are always here to help and want to provide the best service possible for you and your child. Please allow us to address your minor concerns before these escalate. 
Minor complaints: 
· Firstly, address your child’s key worker, ensuring they have understood your complaint so they can provide you with possible solutions.
· Secondly should your complaint escalate, or you are not satisfied with the possible solutions provided, please address your child’s room leader. You can do this by requesting an informal meeting or phone call.
· All complaints will be logged on children’s/staff overall logs to be reviewed every 6 months by management to maintain the high standards of care we offer.
· Should you still be dissatisfied with the outcome or feel that your complaint has escalated to an informal complaint please follow the informal complaints procedure below.












To issue an informal we would ask that you:
· Provide your informal complaint in writing to one of the managers, then arrange a scheduled meeting with the manager to discuss your informal complaint.
· We ask that in your written complaint you state any person/persons involved, time, date, details of complaint and where applicable desired outcome.
We will:
· Investigate all informal complaints. 
· Inform complainant within 28 working days of the outcome.
· Review policies and procedures to ensure any issues do not reoccur.
· Provide all with any revised policies and procedures.
· Create action plans where necessary to develop and improve the service/the individual or individuals.
· Keep a log of all complaints, the investigation, outcomes and actions for 3 years.
· Raise the informal complaint with the manager if not resolved or not satisfied with the outcome. Wherever reasonably possible this will be done within 48 hours of the complainant receiving the informal complaint form.
















To issue a formal complaint we would ask that you:
· Provide your formal complaint in writing to the manager, then arrange a scheduled meeting with the manager to discuss your formal complaint.
· We ask that in your written complaint you state any person/persons involved, time, date, details of complaint and where applicable desired outcome.
We will:
· Investigate all complaints. 
· Inform complainant within 28 working days of the outcome.
· Review policies and procedures to ensure any issues do not reoccur.
· Provide all with any revised policies and procedures.
· Create action plans where necessary to develop and improve the service/the individual or individuals.
· Keep a log of all complaints, the investigation, outcomes, and actions for 3 years.
· Raise the formal complaint with the CEO if not resolved or not satisfied with the outcome. Wherever reasonably possible this will be done within 48 hours of the complainant receiving the formal complaint form.


















The investigation procedure:
· For minor complaints this will consist of conversations between parents, key person, room leader and children where necessary.
· The manager will carry out investigations for an informal complaint.
· The manager will carry out investigations for a formal complaint unless the complaint is made against the manager. 
· [bookmark: _Hlk12004296][bookmark: _Hlk12004326]In such an event that a member of staff is accused of possibly causing harm to a child, Ofsted and Local Authority Designated Officer (LADO) will be informed before the in-house investigation commences.
· LADO or the Wakefield Safeguarding Children’s Partnership (WSCP) may wish to lead investigations.
· If the complaint is against one of the managers, the other manager will primarily lead the investigations if deemed appropriate, otherwise the CEO will take lead.
· Should any person or persons be named in a complaint regarding the safety or wellbeing of a child they may be suspended or have their roles/responsibilities adjusted during the investigation to protect both child and staff member.
· Ofsted will be informed in line with their regulations, should the formal complaint meet their criteria. 
· The investigator will make every effort to investigate all informal/formal complaints within 20 working days.
· A written report will be issued to the complainant within 28 working days. (See informal/formal complaint form)

Taking it further:
· Should the complainant be unhappy with the outcome of the process taken to resolve the issue, they should try to address these issues with the lead investigator within 15 working days.
· Should the complainant be unhappy with any part of the formal complaint outcome or the way in which their formal complaint has been handled they should inform the CEO. Mrs C Smith Christina@tinastots.co.uk 
· Should you still be unsatisfied with the outcome after further input from the CEO, please call Ofsted on 0300 123 1231
· Should a staff member be dissatisfied with the outcome of their formal complaint, and this cannot be resolved by the CEO, then they should contact Ofsted.
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