Milkshake Montessori

Complaints Policy

	General Welfare Requirement: Safeguarding and Promoting Children’s Welfare




Policy statement

Milkshake Montessori believes that children and parents are entitled to expect courtesy and prompt, careful attention to their needs and wishes. We welcome suggestions on how to improve our setting and will give prompt and serious attention to any concerns about the running of the setting. We anticipate that most concerns will be resolved quickly by an informal approach. If this does not have the desired result, we have a set of procedures for dealing with concerns. We aim to bring all concerns about the running of our setting to a satisfactory conclusion for all of the parties involved.

Procedures

All settings are required to keep a ‘summary log’ of all complaints that reach stage two or beyond. This is to be made available to parents as well as to Ofsted inspectors upon request. Parents will be able to access this record if they wish to, however all personal details relating to any complaint will be stored confidentially in the Managers office and will be only accessible by parties involved.  Ofsted will have access to this record at any time during visits to ensure actions have been met appropriately. 
-Making a complaint 

Stage 1

Any grievance or complaint shall be dealt with by the nursery manager or the owner.

In the first instance the grievance or complaint should be verbally reported to the Nursery Manager who shall attempt to resolve this informally. If the problem or grievance lies with the Nursery Manager the grievance should be reported to the owner.

Most complaints should be resolved amicably and informally at this stage. 
Verbal complaints / queries & concerns should be logged in the incidents and complaints file so the school can track development & manage queries.

If the parent/carer is not satisfied with the verbal response/outcome the parent/carer will proceed to stage 2 and put the complaint in writing to the Manager.
Stage 2

If the parent/carer is not satisfied with the response/outcome the parent/carer will proceed to stage 2 and put the complaint in writing to the Manager.

 All complaints will be recorded in more detail the Complaints Log, which is a requirement of Ofsted.

The Manager will investigate the complaint and record a detailed account of how the complaint is resolved. A copy of this will be emailed to the owner
 The setting will formally acknowledge the complaint within 5 working days.

 When the complaint has been investigated the Manager will notify the complainant of the outcome within 14 days of having received the complaint.

Stage 3

If the parent/carer is not satisfied with the outcome of the investigation he/she should request a meeting with the Manager.

 The complaint will be discussed and a written record of the discussion and agreed decision or action made.

All parties present at the meeting will sign and date the written record and receive a copy. The record will be stored in the Complaints Log.

The signed record signifies that the procedure has concluded.

Stage 4

Should the matter remain unresolved, OFSTED can be contacted at the following address:
OFSTED

Complaints Investigation and Enforcement Team (CIE)

Royal Exchange Buildings

St Ann’s Square

Manchester

M2 7LA

Tel: 0300 123 1231

Parents may approach Ofsted directly at any stage of this Complaints Procedure.
The nursery school may also contact Ofsted regarding matters if they feel that an issue has arisen and to log details of discussions / emails sent to and from parents.
If a child appears to be at risk the setting will follow the procedure of the Local Safeguarding Children’s Board and the settings Safeguarding policies and procedures.
In these cases the setting Manager will work with Ofsted and/or the Local

Safeguarding Children’s Board to ensure the investigation of the complaint and that it is followed by appropriate action.

Please sign below to indicate that you have read and understood the contents of the “Complaints Policy”.

	Name of staff member
	Signature
	Date

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Policy written by: Sonya Kanchan-Lal Date: 5.3.12
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