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West Johnstone Early Learning and Childcare Centre
Complaints Policy

Aim
At West Johnstone ELCC we strive to provide responsive care and support to all our service users and as such we ensure to act upon any complaint that is made (Scottish Government, 2017). All staff and SLT will make themselves available and approachable at any time and respond appropriately to complaints, so families know they can have their concerns heard/acted upon without negative consequences (Scottish Government, 2017). Thus, we guarantee that any complaint is logged, we work to rectify the complaint, monitor and track the process (Renfrewshire Council, n.d.). 
Purpose
The reason for this is anyone receiving care has a right to complain and have it acted upon (Renfrewshire Council, n.d.). Hence by providing a complaints procedure we are showing our service users that we are committed to valuing complaints (Renfrewshire Council, n.d.). By implementing this procedure we are able to conduct thorough, impartial and fair investigations based on facts and evidence (Renfrewshire, n.d.).
Procedures

In order to maintain a high quality service we adhere to the following procedure in dealing with complaints:
· Informal Complaints

Complaints about any issues of provision or service that are of concern to parents, but do not constitute a breach of policy or major infringement of quality service are considered as informal complaints. 
These can be passed to any member of staff or management team either in writing or verbally.  This can be direct to a member of staff or at a meeting.  All complaints made will be investigated and every effort will be made to ensure that the matter will be resolved quickly.

Parents will be advised of the action taken and the outcome of the investigation.

These complaints will be recorded in away that are appropriate.  
· (Renfrewshire Council, n.d.)
· Formal Complaints

West Johnstone ELCC adheres to Renfrewshire Council’s Complaints Procedure.

A formal complaint can be made if a complaint has been made in which the complainant feels that there has been a breach of policy, failure in service or that there is dissatisfaction in the handling of an informal complaint (Renfrewshire Council, n.d.).
· See Appendix 1 and 2 for formal complaints procedure

Policies which underpin our practice
Renfrewshire Council. (n.d.). Complaints Handling Procedure. Renfrewshire Council.

Scottish Government. (2017). Health and Social Care Standards: My support, my life. Scottish Government. 

Appendix 1
Complaints Procedure
	Complaint received in writing/form
	
	Formal complaint received by telephone or personal visit

	
	
	

	Send written acknowledgement to complainant
	
	Photocopy notes taken and send to complainant with acknowledgement

	
	
	

	
	Pass complaint to responsible officer for investigation and response
	

	
	
	

	
	If appeal received from complainant
	

	
	
	

	
	Pass complaint to appropriate office for investigation and response
	

	
	
	

	
	Statistical analysis submitted to QSD
	

	Appendix 2

Complaints Procedure

At West Johnstone   we strive to ensure that families are happy with our nursery provision. However, if you have a concern or wish to make a complaint please speak to:



Elaine Stevenson

Head of Centre






or


Moira Hope                 
Depute Head of Centre

All complaints will be responded to within 3 working days and details are recorded in the appropriate complaints form. If we are unable to deal with your complaint to your satisfaction then you should write to either:
Janie O’Neil

Director of Children’s Services

Children’s Services

Cotton Street

Paisley, PA1 1LE
Care Inspectorate 

Renfrewshire House

Cotton Street

Paisley, PA1 1BF

0345 600 9527
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