[bookmark: _GoBack][image: Marsden Play Group - Just another WordPress site]
Marsden Pre-School Playgroup and Toddlers
Policies and Procedure

COMPLAINTS POLICY AND PROCEDURE

INTRODUCTION

It is the policy of the playgroup that complaints should be taken seriously and dealt with as soon as possible.  If you wish to make a complaint please speak to the Playgroup Leader.  
If you wish to contact the Playgroup Committee regarding a complaint then please contact the Playgroup Committee Chairperson Lisa Lancaster  Magicbox.lisa@gmail.com
There is a complaints/suggestion box in the entrance area.

PROCEDURE FOR DEALING WITH COMPLAINTS

Verbal complaints must be recorded in the complaints file noting as follows:-
  
Date
Source of complaint
Nature of the complaint
How it was dealt with
Action and outcome
     
If necessary the complaint should be passed to the chairperson.

Record any actions set or taken by OFSTED or by another external agency, where we have permission to do so.

The outcome of the investigation may lead to identifying any areas improvements could be made to the provision.

If a member of staff is dismissed for misconduct, because they place a child at risk of significant harm, we may need to refer the individual for inclusion onto the Protection of children Act (POCA) list.  You can find out how to do this by ringing OFSTED on 0300 123 1231.

Where appropriate we will share any accounts of findings of investigations and the actions, if any, that we took or intend to take as a result of our investigations, with parent/carers at the setting.  This will be done within 28 days from the date of the complaint.  We will send a separate letter to the parent who made the complaint giving more detail.

Written complaints must be kept on file for at least three years with details of action taken.

If the complaint is not resolved to the satisfaction of the complainant, it can be taken to OFSTED who can be contacted on:
0300 123 1231.

Or by writing to:
Ofsted
Piccadilly Gate
Store Street
Manchester
M1 2WD
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