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Scope
This policy applies to all provision for early years aged children, and also — where appropriate — to
before and after sch%i rovision and walking bus provided by Duchy Pre-school and Playgroup for
primary school aged ct ildren attending The Duchy School in Bowley Meadow.
D

Statement of mten? Y

\ //
The Duchy Preschool & Playgro %s to provide high quality education through play for all
children attending. We work in pa 5 with parents and the community we are part of and

provide a welcoming, positive setting forall to enjoy. We are supported in this by the Pre-school
Learning Alliance and Devon County Co Q@}, through advice and training.

//

Our Pre-school & Playgroup believes tlg }hlldlé%nd parents are entitled to expect courtesy and
prompt, careful attention to their needs an: 1§heS\We welcome suggestions on how to improve
our Pre-school/Playgroup and will give prorﬂi#t@nd ser attention to any concerns about the
running of the group. We anticipate that most cc 'be resolved quickly by an informal
approach to the appropriate member of staff. If thls%s no&a@ueve the desired result, we have a
set of procedures for dealing with concerns. S
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> # /%\‘
We aim to bring all concerns about the running of our Pre- school/Playgrou;@ a satisfactory
conclusion for all of the parties involved. /)/\f
R T
How to complain %/f
Stage 1 4

Any parent who is uneasy about an aspect of the Pre-school/Playgroup's provision talks over, first
of all, his/her worries and anxieties with the Managing Supervisor, Mary Richards. If this is not
possible, then the concerns or complaints should be referred directly to the Chair of Trustees under
Stage 2.

Stage 2

If this does not have a satisfactory outcome, or if the problem recurs, the parent moves to Stage 2 of
the procedure by putting the concerns or complaint in writing to the Managing Supervisor and the
Chair of the Trustees (or the chair of trustees alone in the event that the complaint is about the
Managing Supervisor). The letter will be replied to promptly by the trustees stating how the

Approved by (signature)



Duchy Preschool & Playgroup, Bradninch Page 2 of 4

Document. 10004/ Complaints Policy & Procedure

Revision | 03| Approved By | P Whateley Approval Date |02/01/14

complaint has been / will be dealt with.
Most complaints should be able to be resolved informally at Stagel or at Stage2.

Stage 3

Vo)
The parent requests a m ng with the Managing Supervisor and the Chair of the Trustees. Both the
parent and the Managing dpﬁ visor should have a friend or partner present if required. An agreed
written record of the dlscussfoh/tjs made. All of the parties present at the meeting sign the record and
receive a copy of it.

This signed record signifies that the{%ﬁgcedure has concluded.

Stage 4 @

/ \ \\//)

If at the Stage 3 meeting the parent andélﬁfe school/Playgroup cannot reach agreement, an external
mediator is invited to help to settle the coﬁgﬁmt 'fh)/s gerson should be acceptable to both parties,
listen to both sides and offer advice. A mediaton has 1&\)478 al powers but can help to define the

problem, review the action so far and suggest ﬁi:t n which it might be resolved.

Staft or volunteers within the Pre- school/PlaygrouI&%am zi‘xlhance are appropriate persons to be
invited to act as mediators. Q) <

The mediator keeps all discussion confidential. S/he can'l seg/ e meetmgs with the Pre-

school/Playgroup personnel (Managing Supervisor and Ch: ﬁ@f the ?ﬁees) and the parent, if this
is decided to be helpful. The mediator keeps an agreed written e %rd )1;( meetings that are held
and of any advice s/he gives. S\ %

Stage 5 / ST
Do
When the mediator has concluded her/his investigations, a final meeting between the ik nt, the
Managing Supervisor and the Chair of the Trustees is held. The purpose of this meetlng fs/ each a
decision on the action to be taken to deal with the complaint. The mediator's advice is used to reach
this conclusion. The mediator is present at the meeting if all parties think this will help a decision to
be reached.
A record of this meeting, including the decision on the action to be taken, is made. Everyone
present at the meeting signs the record and receives a copy of it. This signed record signifies that
the procedure has concluded.
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The role of the Office for Standards in Education, Early Years
Directorate (Ofsted) and the Area Child Protection Committee:

Parents may approacﬁ o fsted directly at any stage of this complaints procedure. In addition, where

there seems to be a possr@ breach of our registration requirements, it is essential to involve Ofsted

as the registering and 1nspe<%i011 body with a duty to ensure the National Standards for Day Care are
VN

adhered to. ©)
The address and telephone number Q\fsted is:

Q)
Ofsted Early Years,/@ ]

. . - A\ //,\
Piccadilly Gate ) \:»%
Store Street <~ © j .
Manchester ©, A S
M1 2WD 9,

Tel. 0300 123 1231 (Chﬂdr/?\n's S¢ goes)

Tel. 0300 123 4666 (Comp

(- x
\// / 3\ &
These details are displayed on our Pre-school/Playgroup: 1,'/@} e g& }i)

If a child appears to be at risk, our Pre-school/Playgroup follo\@@t& p Qures of the Area Child
Protection Committee in our local authority. \\%\,

4

)
We will work with Ofsted and all relevant authorities in these circumstances. %// >

Records \ny

A record of complaints against our group, the children and/or the adults working in our Pre-
school/Playgroup is kept, including the date, the circumstances of the complaint and how the
complaint was managed. This file is locked away in the filing cabinet.
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Responsibility for periodic review

Development Sub-committee
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