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Complaints Policy
Fireflies Forest School is committed to providing a high-quality, safe and supportive environment for all children and their families. We recognise that, from time to time, concerns or complaints may arise. We take all complaints seriously and view them as an opportunity to improve our practice. All complaints will be handled promptly, fairly and in a confidential manner, with the welfare of children at the centre of our approach.
Availability of Policy
This policy is made available to parents and carers as part of the parent information pack, shared with children where appropriate during induction, and provided to all staff and volunteers at the start of their role. It is reviewed regularly to ensure it remains up to date with current legislation and guidance.
Definition of a Complaint
A complaint is defined as an expression of dissatisfaction relating to the service we provide, the application of our policies and procedures, or decisions made by Fireflies Forest School. Complaints may arise from concerns about the quality of care, delays in action, perceived unfair treatment, or failure to follow established procedures.
Making a Complaint
Complaints can be made in person, by telephone, or in writing via email or letter. We encourage parents and carers to raise concerns as soon as possible so that they can be addressed promptly. When making a complaint, it is helpful to include details of what happened, when it occurred, who was involved, and what outcome is being sought. Anonymous complaints will be recorded and considered where appropriate.
Complaints Procedure
We aim to resolve concerns at the earliest opportunity through an open and transparent process. In the first instance, concerns should be discussed with the Forest School Leader, who will make every effort to resolve the issue quickly and informally. If the matter cannot be resolved at this stage, it will be reviewed further, and additional steps will be taken to investigate the concern.
If the complaint remains unresolved, it will be escalated to the Company Director for formal investigation. At this stage, the complaint must be submitted in writing. A full and thorough investigation will be carried out, considering all relevant information, and a written outcome will be provided.
Timescales
We aim to deal with complaints as quickly as possible. Initial concerns are usually addressed within five working days, and further investigation stages may take additional time. However, in all cases, we will provide a final written response, if requested, within 28 days of the complaint being made, in line with Ofsted requirements. If a complaint is particularly complex and requires more time, we will inform the complainant and provide a revised timescale.
Outcomes
Where a complaint is upheld, we will provide a clear explanation of the findings and outline any actions taken. This may include an apology, an explanation of what went wrong, and details of any changes made to improve our practice and prevent recurrence.
Record Keeping
We maintain a written record of all complaints, including details of the investigation, outcomes and any actions taken. These records are stored securely and treated as confidential. All complaint records are retained for a minimum of three years in accordance with statutory requirements.
Confidentiality
All complaints are handled with sensitivity and respect for confidentiality. Information will only be shared where necessary, for example with regulatory bodies or safeguarding authorities, in order to meet legal obligations.
Escalation to Ofsted
If a complainant is not satisfied with the outcome of their complaint, they have the right to contact Ofsted directly. Ofsted can be contacted at Piccadilly Gate, Store Street, Manchester, M1 2WD, or by telephone on 0300 123 1231.
Monitoring and Review
We are required to make information available to Ofsted upon request, including a summary of complaints received within the last 12 months and the actions taken, or a full record of complaints over the last three years. This policy will be reviewed annually, or sooner if there are changes in legislation, guidance, or practice.
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