
Holy Family Nursery Class

Complaints Procedure

Complaints Procedure
At Holy Family Nursery Class we aim to provide a high standard of quality practice, however, we do recognise that things can go wrong despite our best efforts.  The staff would like to be kept informed so that we can investigate and resolve any problem that may arise.  This is of great importance to all staff members to ensure that the problem is not repeated.

In the first instance every effort will be made to resolve any matters within the setting of the nursery.  Parents/carers can make a confidential comment or complaint to the nursery staff. The nursery staff have a confidential folder located within the nursery setting to record this information.

Holy Family Nursery Class 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 Nursery and will give prompt and serious attention to any concerns, assessments about the management of the Nursery. We anticipate that most concerns will be resolved quickly by an informal approach to the appropriate member of staff. It this does not achieve the desired result, we have a set of procedures for dealing with concerns.

Aim

We aim to bring all concerns about the management of Holy Family Nursery Class to a satisfactory conclusion for all of the parties involved.

Methods

To achieve this, we operate the following Complaints Procedure.

How to complain

During any stage complainants can contact the Care Inspectorate or North Lanarkshire Council at any time.

North Lanarkshire Council, 

Kildonan Street, 

Coatbridge

ML5 3BT 

Tel: 01698 403140 

and/or the 

The Care Inspectorate 

Princes Gate,

Hamilton,

ML3 6BU

TEL: 01698 208150
Stage 1

Any parent who is unhappy about an aspect of the Nursery provision talks over, first of all his/her worries and anxieties with:

a) The child’s Key Worker.

b) Equity and Excellence Lead Practitioner, Lead Early Learning Practitioner or Head Teacher

Any parent who requires a written response to their concerns should request one at this stage.

Stage 2

If this does not have a satisfactory outcome, or if the problem reoccurs, the parent moves on by making a formal complaint in writing (forms available in Nursery) to the Head Teacher who will investigate the complaint. You can expect a written reply in acknowledgement of receipt of the complaint, as well as some indication of how and when the complaint will be addressed, within 5 working days.

Stage 3 

When a formal complaint has been fully investigated, the Head Teacher should ensure that the person who made the complaint is informed, in writing, of the outcome. 

Stage 4

If the person who made the complaint is not satisfied with the outcome of the complaint, they should contact North Lanarkshire Council, Kildonan Street, Coatbridge ML5 3BT Tel: 01698 403140, and/or the 

The Care Inspectorate 

Princes Gate,

Hamilton,

ML3 6BU

TEL: 01698 208150 who are responsible for matters arising which cannot be resolved. 

Useful addresses

You may wish to be aware of the following names, addresses and telephone numbers.

Your local North Lanarkshire Council Councillor can be contacted at:


Civic Centre, Motherwell


Telephone 01698 302222

Complaints Procedure

By listening to you, the parent/carer, we are able to evaluate and improve our service.

What might you complain about? 
· Dissatisfaction with any aspect of our service. 

· Concerns about the conduct of a member of staff. 

· If you see or hear something that worries you. 

· Any aspect of the nursery you consider relevant.

If you have any reason for concern or are unhappy about any aspect of our service, you should in the first instance, raise the matter with your child's key worker. We urge you to do this as soon as you have a concern as often a misunderstanding can be sorted out quite quickly. 

Complaints Procedure
Holy Family Nursery Class is committed to providing a high standard of quality care for all children within our care. If you have any concerns with any aspect of your child's care, then please speak to your child's key worker; or if you feel this is inappropriate, then please speak to the Head Teacher.
If a comment or complaint is made, the staff will hold a meeting to resolve the comment or complaint with the relevant parties.  The head teacher may be involved in this process.   If a parent or carer is not satisfied with the outcome, a formal meeting will be held with all parties and the Head Teacher.  If the parent/carer is still not satisfied they may then take the matter further and information on the pre-5 services in North Lanarkshire or the Care Inspectorate in Hamilton will be given. (See information located in nursery entrance).  

The following appropriate framework should be used to deal with issues raised:

1. A matter relating to an individual child should be discussed between the parent/carer and the key worker and or nursery teacher.

2. Should the matter not be resolved, the issue will be brought to the attention of the Head Teacher, who will meet with all parties involved.

3. Parents/carers may discuss any issue informally at any time.  If a parent/carer wishes to approach the staff formally, a meeting must be arranged.

4. Should the matter still remain unresolved, it will be raised with the nursery team and Head Teacher.

5. If the matter raised concerns a general or policy issue, again it should be first be raised with the Equity and Excellence Lead Practitioner, who will report it to the Head Teacher for consideration.

6. Should an approach on general or policy matters be made via the Parents Committee, it will be reported to the Head Teacher by the Equity and Excellence Lead Practitioner for consideration.

At all points throughout these processes, the parent/carer will be kept informed of progress.  Please be assured that if you make a complaint:

· All complaints are taken seriously and handled thoroughly.

· All complaints are dealt with on an individual basis.

· Your complaint will be investigated depending on what the complaint is about.

· If we think there may be a delay, we will let you know and explain the reasons for the delay.

· We always try to resolve complaints but will redirect you if necessary.
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Holy Family Nursery Class
Complaints/Concerns Form

This is a 

Formal Complaint   [    ]            matter of concern   [   ]      Tick as appropriate

Name of person raising the issue………………………………………………… 

Date…………………………………....................                    

Brief outline of the nature of the complaint or concern

	


Who or what is it concerning?                                                       

……………………………………..…………………………………………………………………………………………………………….

Brief outline of circumstances:

	


Date and time of circumstances leading to the complaint/concern:

Date……………………....                     Time……………………….

Initial action taken by you:

	


Action requested from Head Teacher:

	


Availability for discussion:                Preferred date/time

Yes  [   ]          No  [   ]                                      …………………………………………………….        

I wish to make a formal complaint and request that my complaint is acknowledged by the Head Teacher as soon as possible and that I am informed of the outcome.     [   ]

I wish to raise this as a matter of concern and request that the issue is acknowledged and investigated by the Head Teacher as soon as possible and that I am informed of the outcome.                                                                                  [   ]

Signed by parent/carer …………………………………………..       Date……………………………………                                                                                              
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